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ABSTRACT 
 
 
This study examined the Chief Student Affairs Officer’s (CSAO) role in 
addressing incidents of racial insensitivity on college and university campuses.  The 
research methodology used for the study was a qualitative research design.  Utilizing the 
collective case study method, within-case and cross-case analyses were completed for the 
study.  Data were collected from eleven CSAOs at public institutions through their 
participation in telephone interviews.  
 Five major themes emerged from the study.  First, the CSAO must be 
multiculturally competent in order to address a variety of incidents of racial insensitivity.  
Second, the CSAO must understand the law and legal precedents regarding the right to 
free speech and expression.  Third, the CSAO must be able to facilitate difficult dialogue 
among opposing groups.  Fourth, the CSAO must collaborate with other professional 
staff to address incidents of racial insensitivity.  Finally, the CSAO, along with other 
campus administrators, should develop policies and procedures that facilitate the creation 
of a harmonious campus climate.  
The theoretical framework that guided the study was the dynamic model of 
student affairs competence.  The study revealed that incidents of racial insensitivity 
created opportunities for CSAOs to raise their level of multicultural awareness, 
knowledge, and skill, thus enabling the CSAOs to be more effective in providing 
diversity leadership.  The recommendations for CSAOs and other administrators who 
desire to be more effective in addressing racially insensitive issues were presented in four 
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areas:  policy, training, leadership, and practice.  The study concluded with suggestions 
for future research. 
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CHAPTER I 
 
NATURE OF THE PROBLEM 
 
 
Introduction 
 
 The Chief Student Affairs Officer (CSAO) must provide a “positive vision of a 
racially harmonious campus” in environments where there are increasing racial and 
ethnic tensions (Sandeen, 1993, p. 211).  As student enrollment becomes increasingly 
diverse, the tensions in racial and ethnic relations in society are being reflected on college 
campuses (Chang, 2002; Hurtado, 1996; Sandeen 1993).  With little hope that those 
tensions will disappear in the near future, the chief officer of student issues and concerns 
should be prepared to provide guidance in this area (Pope, Reynolds, & Mueller, 2004; 
Sandeen, 1993).  Indeed, according to Jones (1994), “racial conflict is such a pervasive, 
integral, and intransigent part of society, and thus our higher educational system, that its 
riddance is not likely to occur in the near future” (p. 170).  As most colleges and 
universities seek to prepare students to live in a diverse world, greater knowledge about 
diversity and the capacity to interact with those of different backgrounds are imperative 
(Brown, 2004; Chang, 2002; Gurin, Matlock, Wade-Golden & Gurin, 2004; Moses, 
1994).  When incidents of racial insensitivity occur on college campuses, they provide a 
tremendous challenge for administrators, especially the CSAO (Creamer, Winston, & 
Miller, 2001; Stage & Manning, 1992).  However, when CSAOs are able to use such 
incidents to provide a learning laboratory in which students may learn how to be more 
productive citizens in a diverse society, those students are better able to contribute to the 
goal of creating a harmonious campus environment. 
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CSAOs must be knowledgeable enough about diversity issues themselves in order 
to provide effective leadership when responding to racially insensitive issues on 
campuses (Oliver, 2001; Sandeen, 1993).  CSAOs must be appropriately educated and 
trained in the area of diversity to ensure that their campuses reap the many benefits of a 
diverse student body (Chang, 1999).  Manning and Coleman-Boatwright (1991) asserted 
that the CSAO could be instrumental in transforming institutional structures so that a 
more inclusive, multicultural environment is created. 
Nevertheless, many CSAOs, along with their institutions, have not been proactive 
in their approaches to managing incidents of racial insensitivity as evidenced by 
institutions’ sometimes chaotic and disorganized responses to the increased numbers of 
racial incidents and other hate crimes on campuses (Dalton, 1991; Rayburn, Earleywine, 
& Davidson, 2003; Winbush, 1999).  Chang (1999) pointed to numerous studies that 
indicated, “greater tension and conflict can arise on racially heterogeneous campuses 
which do not actively attend to their diversity” (p. 378).  
Some 50 years after the Brown v. Board of Education (1954) decision, incidents 
of racial insensitivity continue to plague American college campuses (Hurtado, 1992; 
Jones, 2002; Winbush, 1999).  For example, in 1998, on the campus of Miami University 
(Ohio), a Black student was walking on campus when a car with two White men drove up 
next to him.  The White men rushed out of the car, shouting racial and homophobic 
epithets, and then beat the student with an axe handle (Winbush, 1999).  
A number of racially sensitive incidents were cited in the 2005 “Race Relations 
on Campus Report” (Journal of Blacks in Higher Education Foundation, 2005).  For 
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example, racial slurs and swastikas were found scrawled in the restrooms on the campus 
of Columbia University, and racist graffiti was written on the dorm room doors of Black 
students at Berry College.  At the University of Texas, vandals defaced a statue of Martin 
Luther King, Jr., and at Kent State University, White students selected a song that 
repeatedly used the word “nigga” at a karaoke performance on campus.  
In 2007, a rash of incidents of racial insensitivity took place involving the hanging 
of nooses, a tactic of intimidation utilized during slavery and the Jim Crow era.  Nooses 
were found at Columbia University Teachers College, The Coast Guard Academy, and 
the University of Maryland (Haines, 2007; Kinzie, 2007).  Many believe that these acts 
were in response to the much publicized Jena 6 case in Louisiana in which six Black 
youth were charged with attempted murder following the beating of a White student 
(Haines, 2007).  The White students responsible for hanging the noose were suspended, 
but not prosecuted (Haines, 2007). 
Following the historic 2008 presidential election of the first African American 
president, a number of incidents occurred on college campuses.  At Old Dominion 
University, African-American students were called the N-word and were victims of egg 
throwing and water balloons.  At Lehigh University, African-American students were 
called a variety of racial epithets.  At North Carolina State University, students wrote 
racist and derogatory statements about the election in the school’s Free Expression 
Tunnel.   
Overall, these cases indicate American society’s limited progress regarding 
incidents of racial insensitivity, which continues to permeate our college and university 
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campuses.  The racially harmonious communities and campuses envisioned as one of the 
goals of the Civil Rights Movement and Affirmative Action legislation passed in the 
1960s have yet to be realized.  Incidents of racial insensitivity in our society and on 
college and university campuses are symptoms of the lack of progress in reaching this 
goal.  College and university campuses have a unique opportunity to influence society in 
a positive manner by addressing these incidents of racial insensitivity in such a way that 
students can begin to embody the ideals of a society that values diversity and treats 
everyone with respect and dignity.  The CSAO plays an important and critical role in 
ensuring that campuses become a part of the solution rather than a part of the problem.  
 
Statement of the Problem 
 
Various studies and reports have shown that incidents of racial insensitivity are 
pervasive on college and university campuses in the United States.  The Southern Poverty 
Law Center (2003) reported that every year more than half a million students were targets 
of bias-driven slurs or physical assault.  Every day, at least one hate crime occurred on a 
college campus.  Every minute, a college student somewhere saw or heard racist, sexist, 
homophobic, or otherwise biased words or images (Southern Poverty Law Center, 2003).  
In addition, the U.S. Department of Justice (2001) conducted numerous 
discussions, workshops, and informal surveys regarding racial insensitivity on college 
campuses.  They found that at all types of institutions, from large state institutions to 
small, private liberal arts colleges, there was “widespread use of degrading language and 
slurs by other students directed toward people of color, women, homosexuals, Jews, and 
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others who belonged to groups that have traditionally been the target of bias, prejudices, 
and violence” (p. 5).  
When these incidents occurred on campuses, the CSAO was often the 
administrator called upon to coordinate the university response.  The CSAO typically 
utilized existing policy and guidelines to determine if a crime had been committed and to 
assess the appropriate sanction.  In addition, the CSAO was required to use his/her 
leadership skills to work with students and colleagues in order to transform the event into 
a learning opportunity for the campus community. 
It is important that incidents of racial insensitivity are properly addressed since 
several researchers have documented the negative impact of experiencing discrimination 
and racism.  Fisher and Hartmann (1995) found that students who experience racism 
personally, as well as those students who witness racism, are deeply traumatized.  
According to Landrine and Klonoff (1996), racial discrimination causes stress, which can 
be linked to poor mental and physical health.  Smith, Allen, and Danley (2007) point to 
several researchers who indicate that students “struggle to survive academically” when 
constantly confronting racism (p. 552).  Indeed, Nora and Cabrera (1996) point to 
Fleming’s work which indicates that “exposure to prejudice and discrimination on "(that 
is, academic performance and critical thinking) and the affective development of minority 
students” (p. 124). 
 
Purpose of the Study 
 
The primary purpose of this study was to examine the experiences of CSAOs in 
addressing incidents of racial insensitivity on their respective college and university 
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campuses.  A second purpose of the study was to seek suggestions related to leadership 
and policy from CSAOs for addressing incidents of racial insensitivity in the future.  This 
study is important because it will expose and examine the lessons learned from campuses 
that have experienced incidents of racial insensitivity.  This information may then be used 
by CSAOs and other administrators to develop proactive measures for the prevention of 
incidents of racial insensitivity as well as constructive responses to such incidents. 
 
Research Question 
 
The following was the grand tour research question that guided the study: 
How do CSAOs describe their experiences in addressing incidents of racial 
insensitivity on college and university campuses?  In addition, secondary questions were 
developed to guide the interview process during the data collection for the study (Table 3 
in Chapter III).  The secondary questions sought to ascertain suggestions from CSAOs 
regarding leadership and policy in addressing the incidents of racial insensitivity.  
 
 
Theoretical Framework 
 
 Because the CSAO, as a leader, is the central focus of the study, the theoretical 
framework for the study was based on the dynamic model of student affairs competence 
introduced by Pope, Reynolds, and Mueller (2004).  The model was built upon earlier 
work by Barr (Handbook of Student Affairs Administration, 1993), Creamer, Winston, 
and Miller (The Professional Student Affairs Administrator, 2001), and Komives and 
Woodard (Student Services Handbook, 2003).  The model includes seven core student 
affairs competencies:  (a) administration and management, (b) theory and translation, (c) 
helping and advising, (d) ethics and professional standards, (e) teaching and training, (f) 
assessment and research, and (g) multicultural awareness, knowledge, and skills (Pope et 
al., 2004, p. 10).  The dynamic model of student affairs competence was presented in a 
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wheel format with a hub indicating the “dynamic and fluid nature of the seven core 
competencies” (Pope et al., p. 11).  
 Pope et al. (2004) posit that the more multiculturalism is infused into students’ 
affairs, in particular, the more the student affairs profession is able to meet the needs of 
all students.  They outlined the characteristics of a multiculturally competent student 
affairs practitioner.  These characteristics are particularly relevant to the CSAO, the 
highest office within student affairs.  Multicultural skills are developed when 
multicultural awareness and knowledge are acquired and applied.  The skills that are most 
relevant to CSAOs in addressing incidents of racial insensitivity on college campuses 
include:  1) “capability to accurately assess one’s own multicultural skills, comfort level, 
growth, and development; 2) the ability to make individual, group, and institutional 
multicultural interventions; and 3) the ability to identify and openly discuss cultural 
differences and issues” (Pope et al., pp. 18-19). 
 
Conceptual Framework 
 
The conceptual framework for this is shown in Figure 1. 
 
 
Figure 1.  The Experiences of Chief Student Affairs Officers in Addressing Incidents of 
Racial Insensitivity on College and University Campuses.  
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 Colleges and universities that have experienced incidents of racial insensitivity in 
the past five years were identified.  CSAOs at these institutions were identified and 
invited to participate in the study.  The participants were interviewed to garner rich, thick 
descriptions of their experiences in addressing the incidents.  In addition, Internet news 
articles and documents which outlined specific procedures, policies, and guidelines 
related to the incidents were reviewed.  CSAOs shared their experiences offering 
suggestions with regard to leadership and policy. 
 
Definition of Terms 
 
 The following terms were defined to aid in the understanding of the study. 
 
* Affirmative Action—programs to overcome the effects of past societal 
discrimination by allocating jobs and resources to members of specific groups, 
such as minorities and women. The policy was implemented by federal 
agencies enforcing the Civil Rights Act of 1964 and two executive orders, 
which provided that government contractors and educational institutions 
receiving federal funds develop such programs (Columbia Encyclopedia). 
 
* Bias-Related Incident—acts of prejudice not accompanied by violence, the 
threat of violence, property damage, or other illegal conduct (US Department 
of Justice, 2001, p. 5). 
 
* Diversity—structure that includes tangible presence of individuals 
representing a variety of different attributes and characteristics, including 
culture, ethnicity, sexual orientation, and other physical and social variables. 
 
* Hate Crime—any criminal act motivated by bias against an identifiable social 
group (US Department of Justice, 1996, p. 17). 
 
* Multicultural Competence—the awareness, knowledge, skills, and personal 
attributes needed to live and work in a diverse world. 
 
* Awareness—values, attitudes, and assumptions essential to working with 
others who are culturally different   
 
* Knowledge—content knowledge about various cultural groups. 
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* Skills—those behaviors that allow practitioners to apply effectively awareness 
and knowledge (Pederson, 1988; Pope & Reynolds, 1997). 
 
* Multiculturalism—a state of being in which an individual feels comfortable 
and communicates effectively with people from any culture, in any situation, 
because he or she has the developed necessary knowledge and skills to do so 
(Komives & Woodard, 2003, p. 426). 
 
* Multicultural Organization—an organization genuinely committed to diverse 
representation of its membership; is sensitive to maintaining an open, 
supportive, and responsive environment; is working toward and purposefully 
including elements of diverse student cultures in its ongoing operations (Barr 
& Strong, 1988).  
 
* Incident of Racial Insensitivity—incident of hate crime and/or bias-related 
incident 
 
* Students of Color—students of African, Asian, Hispanic/Latino, Native 
American, or Pacific Island descent 
 
 
Research Design and Methodology 
 
The qualitative case study method was selected for the present study in order to 
facilitate an understanding of CSAOs’ experiences in addressing incidents of racial 
insensitivity on college and university campuses.  Due to the nature of the problem and 
the primary research question, the case study approach was utilized to provide a thick, 
rich, description of this contemporary phenomenon. 
In order to identify institutions that had experienced incidents of racial 
insensitivity, an extensive literature search was conducted and the hate crime statistics for 
the years 2003 through 2006 were reviewed.  From these two sources, CSAOs from 80 
institutions were identified and then invited to participate in the study.  The CSAO at 
each institution was e-mailed an invitation to participate in a telephone interview, which 
would not last more than one hour.  Data were collected from eleven CSAOs.  Themes 
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were generated and organized around the subtopics related to the interview questions.  A 
within-case analysis was conducted based on each interview and policies and procedures 
referenced in addressing the incident, as well as additional documents obtained by 
Internet searches.  A cross-case analysis was then conducted to identify common themes 
emerging from the cases, thus providing further insight.  
 
Delimitations 
 
There were several delimitations of the study.  First, the study focused on only 
one aspect of diversity, incidents that involved race and/or ethnicity.  In addition, 
incidents cited were limited to those reported to the Federal Bureau of Investigation in the 
past five years and/or those that were highly publicized by the media.  Of those incidents 
reported, the research focused on only those incidents occurring at four-year 
baccalaureate institutions.  Finally, the study focused on the position of one 
administrator, the CSAO, and his/her perceptions.  
 
Organization of the Study 
 
This study is divided into five chapters.  Chapter I is comprised of an overview of 
the study that included the nature of the problem, purpose of the study, overview of the 
research methodology, the theoretical framework for the study, the conceptual framework 
of the study, and other background information. 
Chapter II contains a review of existing relevant literature in several different 
realms, including data on incidents of racial insensitivity, and strategies for managing 
incidents of racial insensitivity.  In addition, the role of the CSAO as the central leader 
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for managing incidents of racial insensitivity on campuses is reviewed.  Finally, the 
dynamic model of student affairs competence as the theoretical framework for the study 
is presented.  
Chapter III describes the research procedures used in the study.  The qualitative 
collective case study method, used to examine the experiences of the eleven CSAOs, is 
presented along with data collection and data analysis procedures. 
Chapter IV outlines the findings of the study.  First, within-case analyses are 
presented; these include a summary of the demographic information and summaries of 
the incidents.  Following the within-case analyses, the emergent themes from the study 
are examined in a cross-case analysis.  Finally, a discussion of the connections to the 
theoretical framework is presented. 
Chapter V presents a summary of the major findings, including the major themes 
that emerged from the study.  In addition, findings linked to the theoretical framework are 
presented along with recommendations with regard to policy, training, leadership, and 
practice.  Recommendations for further research are presented.  
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CHAPTER II 
 
REVIEW OF LITERATURE 
 
 
The overall purpose of this chapter is to present a review of the literature related 
to incidents of racial insensitivity on college and university campuses.  The chapter 
begins with a review of the literature on incidents of racial insensitivity on college and 
university campuses and general strategies for addressing these issues.  Next, the 
literature on the role of the CSAO as the central leader for addressing incidents of racial 
insensitivity on campuses is presented.  The chapter concludes with the theoretical 
framework for the study, which includes a discussion of the dynamic model of student 
affairs competence.  
 
Incidents of Racial Insensitivity 
 
 Incidents of racial insensitivity occur in the form of a hate crime or a bias-related 
incident.  The Federal Bureau of Investigation has defined a hate crime as:  “a criminal 
offense committed against a person or property which is motivated, in whole or in part, 
by the offender’s bias against a race, religion, disability, ethnicity/national origin, or 
sexual orientation” (West & Wiley-Cordone, 1999).  According to West and Wiley-
Cordone, the National Center for Hate Crime Prevention listed several issues that may 
result in increased hate crimes:  (a) demographic changes, (b) increase in immigrant 
population/new waves of immigration, (c) new family structures, (d) cultural changes, (e) 
political issues (referendum/ballot questions), (f) growing levels of religious intolerance, 
and (g) differing economic factors.  While new laws require colleges to report campus 
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hate crimes, many colleges currently do not report the incidents because they do not want 
to project an image of a “hotbed of intolerance” (Winbush, 1999, p. 148). 
According to the US Department of Justice (2001) bias-related incidents (“acts of 
prejudice that are not accompanied by violence, the threat of violence, property damage, 
or other illegal conduct”) are far more common than hate crimes (U.S. Department 
Justice, 2001, p. 5).  “Bias incidents may violate some campus disciplinary or harassment 
policies (making them reportable under the Clery Act), but they do not violate civil or 
criminal hate crime statutes” (U.S. Department of Justice, 2001, p. 5).  The Department 
of Justice conducted numerous discussions, workshops, and informal surveys with 
hundreds of students from around the country.  Students reported widespread use of 
degrading language towards groups such as people of color, women, homosexuals, and 
Jews, that have “traditionally been the target of bias, prejudice and violence” (p. 5).  
Several studies have documented the increase of incidents of mistreatment and 
discrimination over the past fifteen years (Ancis, Sedlacek, & Mohr, 2000; McCormack, 
1998; Phenice & Griffore, 1994; Suarez-Balcazar, Orellana-Damacela, Portillo, Rowan, 
& Andrews-Guillen, 2003).  For example, Phenice and Griffore (1994) indicated that 
there is “little evidence that racial climates have improved on college campuses” (p. 373).  
The researchers conducted studies in 1990 and 1992 that focused on college juniors and 
seniors enrolled in an undergraduate course on minority families at a Midwestern 
university.  Students were asked to describe African-Americans and Mexican-Americans.  
Students were presented with a list of 20 descriptors (ten positive and ten negative) and 
asked to circle the descriptors that they felt best represented African-Americans and 
 14 
Mexican-Americans.  The results of the study revealed that the overall rating of the 
positive characteristics decreased from 1990 to 1992, while the overall rating of the 
negative characteristics increased from 1990 to 1992. 
McCormack (1998) found an increase in incidents of discrimination from 1988 to 
1996 at a Northeastern public university, despite institutional efforts to “value diversity 
and pluralism” (p.378).  African-American, Asian and Hispanic undergraduates were 
surveyed in 1988, 1992 and 1996. Specifically, in 1996, 30% of the students experienced 
at least one personal incident of discrimination, up from 22% in 1988 and 27% in 1992.  
McCormack also found that 45% of students were aware of an incident involving another 
minority student, up from 33% in 1988 and 42% in 1992.  McCormack’s study indicated 
disturbing findings in the increases in the citing of campus police, athletic staff, and 
faculty as perpetrators.  
Ancis, Sedlacek, and Mohr’s (2000) study of 578 undergraduates at a large mid-
Atlantic university found that students of color experienced a lack of support and an 
unwelcoming environment.  Specifically, they found that African-American students 
experienced more racial/ethnic conflict on campus than Asian or White students.  
Additionally, pressure to conform to stereotypes was greater for African-American, Asian 
and Latino students. 
In a study of 500 Caucasian and 495 students of color at a private Midwestern 
urban university, Suarez-Balcazar, Orellana-Damacela, Portillo, Rowan, and Andrews-
Guillen (2003) found pervasive discrimination in college environments.  Their study 
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revealed that African-Americans experienced more incidents of differential treatment in 
college-related situations than their Hispanic, Asian, and Caucasian classmates. 
In addition to documenting the increase in incidents of mistreatment and 
discrimination, researchers have also attempted to understand the underlying factors with 
regard to incidents of racial insensitivity (Farrell & Jones, 1988; Jones, 1994).  Farrell 
and Jones (1988) examined the underlying factors in incidents of racial insensitivity and 
grouped them under three basic headings:  White insensitivity, environmental racism, and 
minority and majority student characteristics.  With regard to White insensitivity, Farrell 
and Jones noted that a large number of White students, faculty, and staff have 
experienced minimal contact with or exposure to Blacks, Hispanics, Asians, and 
American Indians.  Regarding environmental racism, Farrell and Jones found that “the 
larger university community often supported racial discrimination within the university” 
(p. 218).  Finally, Farrell and Jones contended that the wider access to higher education 
for minorities also included opportunities for poor, working-class Whites who were more 
racially intolerant, thus creating an environment that could lead to incidents of racial 
insensitivity. 
 Jones (1994) examined over 200 racial incidents that occurred between 1983 and 
1992.  Jones identified economic, political, and social-cultural factors that influenced the 
campus incidents.  Influential economic factors included (a) “economic gains by blacks 
detract from those of whites,” (b) “insecurity some majority groups feel because of their 
debts for their education,” (c) “America’s current economic depression,” and (d) “keen 
competition for jobs” (p. 164).  Political factors that influenced the incidents included the 
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“shifting of the nation’s political climate from the 1960s idealism to the ‘me-first’ ethic, 
and the undermining of civil rights that has encouraged social acceptance of racial 
prejudice” (p. 165).  Socio-cultural factors which influenced the incidents included (a) 
“bigotry institutionalized in society in general perpetuates racial conflict,” (b)“race bias 
inherent in higher education as an institution,” (c)“conflict … in curriculum design, 
hiring, and promoting black faculty, distributing financial aid, admissions, graduation 
rates, and administrative tolerance of racial conflict (thus giving it tacit consent) and 
resistance to multicultural courses” (p. 165).  
The literature indicated that CSAOs and other college administrators have 
responded to incidents of racial insensitivity in myriad ways.  Responses included an 
open letter from the president or Dean explaining the incident and outlining the campus 
response, with strong condemnations of violence and hate crimes.  Some campuses held 
open forums for students, faculty, and staff impacted by the incident.  In some cases 
institutions have created a senior-level diversity officer position (U.S. Department of 
Justice, 2001). 
 
Strategies for Addressing Incidents of Racial Insensitivity on Campus 
 
Several organizations have offered strategies for managing diversity issues, which 
include incidents of racial insensitivity on campuses.  First, at the National Network of 
Violence Prevention Practitioners Summit, West and Wiley-Cordone (1999) suggested 
that college and universities should encourage the strengthening of individual knowledge 
and skills, promote community education, educate providers, and foster coalitions and 
networks.  
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 The Bureau of Justice Assistance (BJA) of the U.S. Department of Justice 
recommended the implementation of a training program for campus police and the 
designation of a civil rights officer for each department.  In addition, the BJA c suggested 
that campus officials establish clear reporting guidelines for campus police, including 
what, where, and when an incident should be reported; create a brochure outlining those 
guidelines; disseminate information about hate crimes; and establish a hate crime 
response team. 
 The Anti Defamation League (ADL) recommended a comprehensive strategy for 
colleges and universities to follow.  To begin, colleges and university administrators need 
to engage in contingency planning to develop appropriate and effective interventions in 
order to overcome intergroup conflict and bigotry on campus.  Elements of such plans 
include an understanding of the causes, forms, and consequences of intergroup conflict 
and bigotry.  In addition, the ADL recommended the development of effective and 
appropriate immediate crisis interventions and the establishment of medium-term policy 
and leadership initiatives.  Finally, the ADL recommended creating a long-term 
preventive policy as well as structural and leadership initiatives. 
 Diversity in Higher Education (1995), a publication of the American Association 
of Colleges and Universities (AAC&U) reviewed twelve strategies, which emerged as 
general guideposts that should help colleges create diversity projects that can be 
sustained.  
 
1. Engage as wide and diverse a group as possible in the planning, 
implementation, and evaluation of diversity projects; 
 
 18 
2.  Tie the project to the mission of the institution and reflect it in as many areas 
as possible so there is complementariness and a wholeness to it; 
 
3. Consider the history, purpose, and historical moment of the specific institution 
as the project is designed; 
 
4. Be clear about the goals of the project and the target audience; 
 
5. Take time to develop a well-conceived remedy for the problems the project is 
trying to solve; 
 
6. Set achievable goal given time of a project; 
 
7. Integrate both a short-term and a long-term vision; 
 
8. Embed assessment into the project at the outset and clearly designate people 
who are responsible for following through so that after the grant is over, the 
institution will have some measure of successes, next steps, and failures are 
identifiable; 
 
9. Have a strategy for institutionalizing the goals of the project in minor and 
major ways so there is a mechanism for completing unfinished work and 
assuring the continuity of accomplishments; 
 
10. Use the project to help define the logical next steps for the institution; 
 
11. Throughout the project, communicate regularly with a varied public internally 
and externally so they can be better educated about the purposes and 
achievements and even the difficulties of the project; 
 
12. Hold fast to the fact that addressing diversity issues is important work for the 
academy, the nation, and the world (pp. 65-66). 
 
 
In addition, several resources have been identified to assist campuses in 
addressing issues in diversity.  Anderson (2007) outlined Eight Crucial Steps to Increase 
Diversity: 
 
1. Be prepared to respond to external pressures when making decisions about 
diversity 
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2. Avoid abstract language or ambiguous meaning about institutional change and 
diversity; 
 
3. Cultivate a leadership style that alternates between seeing the big picture and 
recognizing the importance of incremental improvement; 
 
4. Let the wisdom and expertise of a wide range of experts on the campus guide 
decisions about diversity; 
 
5. Reach a broad consensus about diversity programs before trying to carry them 
out; 
 
6. Base principles and programs about diversity on historical patterns of 
institutional change; 
 
7. Analyze and learn from institutions where at least moderate progress has 
occurred; 
 
8. Pay special attention to the roles and responsibilities of the chief academic 
officer (p. B36). 
 
 
 Spelman, Addison-Reid, Avery and Crary (2006) offered suggestions in an article 
entitled “Sustaining a Long-Term Diversity Change Initiative:  Lessons Learned from a 
Business University.”  The suggestions included:  (a) a “plugged-in” diverse leadership, 
(b) a system-wide, customized approach with all subcultures, (c) ongoing, visible actions, 
both proactive and reactive, (d) an extensive internal web of allies at all levels, (e) many 
and varied external partnerships, and (f) added strength of parallel roles as staff and 
diversity leaders” (p. 20). 
 Finally, McDonald and Associates (2002) offered several suggestions for creating 
a more inclusive and welcoming campus community.  First, “campuses should create 
clear and elevating goals, defining the ‘big picture’ work of the organization”.  Second, 
campuses should engage members in charting the direction of the organization.  Third, 
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campuses can reduce anonymity by encouraging members to learn each other’s names.  
Fourth, campuses should agree on conversation ground rules and create opportunities for 
input, feedback, and reflection.  Fifth, campuses should develop specific activities that 
will move the organization toward its community goal and periodically review 
organizational progress” (p. 176).  
 
CSAO as Central Leader for Managing Incidents of Racial Insensitivity 
 
The literature that discusses the role of the CSAOs was examined in two lights:  
first, with respect to their general leadership role, and second, with respect to leadership 
as it pertains to campus diversity efforts, including incidents of racial insensitivity.  The 
CSAO is viewed as the chief advocate for student issues and concerns (Blaine, 1997; 
Sandeen, 1993), and the position of CSAO has evolved significantly over the past three 
decades.  On most campuses, the CSAO is a member of the senior administrative team. 
Several studies have examined the roles and competencies of CSAOs (Blaine, 1997; 
Davis, 2002; Gordon, Strode, & Mann, 1993; Lovell & Kosten, 2000).  
Gordon, Strode, and Mann (1993) analyzed responses from 160 CSAOs for 
essential competencies needed for success in student affairs administration.  They 
identified seven competencies:  leadership, student conduct, communication, personnel 
management, fiscal management, professional development and research, and evaluation.  
Blaine (1997) examined the functions, roles, and career paths of CSAOs in 
California.  The roles identified as most critical were as follows:  provide leadership to 
the student affairs division; possess good organization skills; maintain good relations 
with other offices on campus and possess good communication skills.  
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Lovell and Kosten (2000) synthesized 30 years of research relating to successful 
student affairs administration.  One fourth of the participants in the study were senior 
student affairs officers.  The skills identified most often were administration and 
management; human facilitation; research; evaluation and assessment; and 
communication.  The knowledge of student development theory was most often identified 
as knowledge necessary for success.  The essential personal traits that emerged were the 
ability to work cooperatively and enthusiasm. 
Davis (2002) surveyed CSAOs in Regions II and III of the National Association 
of Student Personnel Administrators (NASPA).  The CSAOs were ranked their critical 
skills.  The top ten of the 69 skills rated were identified as the following:  
 
1. Maintain integrity in decision making (personal qualities)  
 
2. Brief the president about incidents (communication) 
 
3. Advise the president on student issues (president relationship) 
 
4. Open line of communication (communication)  
 
5. Value student education and growth (student education) 
 
6. Assist president in handling crises (president relationship 
 
7. Demonstrate respect for others (politics) 
 
8. Support the president in public (president relationship) 
 
9. Expect staff to keep you informed (communication) 
 
10. Problem solve with other senior staff  (p. 34). 
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Overall, the literature reviewed indicated that the leadership of the CSAO was 
critical to addressing the issues that focus on students, including:  access to the college, 
diversity and the community, the rising cost of education, the quality of campus life and 
matters that contribute to student learning (El-Khawas, 2003; Musil, Garcia, Moses, & 
Smith, 1995; Sandeen, 1993).  According to Sandeen (1993) CSAOs emerged as “leaders 
who can contribute substantially to the quality of campus life”  (p. xii). 
In tandem with this, one of the major factors found in the literature impacting 
campus life was diversity (Hurtado, Milem, Clayton-Pederson, & Allen, 1998; Komives 
& Woodard, 2003).  Diversity and multicultural education represented key areas of 
identified skills that are needed by CSAOs (Sandeen, 1993).  Student affairs professionals 
at all levels were called upon to create and sustain diverse, multicultural communities in 
order to better prepare students for leadership in a global society (Creamer, Winston, & 
Miller, 2001; Moses, 1994; Stage & Manning, 1992).  As the highest-ranking official in 
the area of student affairs, the CSAO must be equipped with the awareness, knowledge, 
and skills to provide effective leadership for the student affairs division in order to 
provide the best service to students (Blimling & Wachs, 1994).  The CSAO, as well as 
other administrators, must be responsive to major trends (El-Khawas, 2003; Sandeen, 
1993).  Manning (1994) asserted that student affairs administrators who define 
themselves as educators can “serve as revolutionary leaders in the area of 
multiculturalism” (p. 96). 
Further, Barr (1993) and Talbot (2003) indicated that making a commitment to 
diversity is one of the key themes that CSAOs must adopt to become more effective 
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student affairs administrators.  Barr (1993) explained that each individual “is required to 
learn more about those who are different, to translate learning into daily lives, and to help 
… current students and … institutions prepare for the future challenges of diversity” (p. 
523).  
According to Pope (2007), to become a “truly inclusive and multicultural leader 
requires a fundamental transformation in world view” (p. 6).  Sue and Sue (1999) 
describe worldview as the way in which individuals “perceive and evaluate situations, 
and … determine appropriate actions based upon [the] appraisal” of the situations (p. 
165).  “This world view was described as being shaped by one’s self-perceptions, 
environment, life experiences, and significant relationships in our lives” (Pope, p. 6).  
Moreover, effective leadership in a multicultural context is part of a larger context of 
multicultural awareness, knowledge, and skills that were called multicultural 
competencies (Pope et al., 2004).  Ebbers and Henry (1990) called for student affairs 
professionals to play an active role in increasing the multicultural competencies of 
student affairs leaders.  
 
Theoretical Framework 
 
Dynamic Model of Student Affairs Competence 
 
 The theoretical framework for the study was based on the dynamic model of 
student affairs competence introduced by Pope et al. (2004).  The researchers outlined 
seven core competencies for student affairs leaders.  The competencies included 
multicultural competence (awareness, knowledge, skills) theory and translation, 
administration and leadership, helping and advising, assessment and research, ethics and 
 24 
professional standards, and teaching and training.  The seven areas, depicted in a wheel 
format with an open hub at the center, indicate the fluid nature of the seven competencies 
and the notion that competency in one area can impact competency in another area.  The 
authors discussed the importance of infusing multicultural competence into the other six 
areas in order to help CSAOs and other student affairs professionals work more 
effectively with diverse students and colleagues to create more inclusive campuses. 
 This section includes a brief discussion of the seven competencies and strategies 
for incorporating multicultural competency into each of the other six competencies.  The 
discussion also includes examples of CSAOs (or other student affairs professional) who 
have successfully integrated multicultural competence into the other six competencies.  
 
Multicultural Competence 
 
Pope and Reynolds (1997) defined multicultural competence in student affairs as 
the “awareness, knowledge, and skills necessary to work effectively and ethically across 
cultural differences” (p. 270).  While there is some overlap in the three aspects, Pope and 
Reynolds explained the distinctiveness of each.  Multicultural awareness concerns 
“attitudes, beliefs, values, assumptions, and self-awareness” (p. 270).  Knowledge 
consists of the “information that individuals have involving various cultures” (p. 270).  
Multicultural skills “allow for effective and meaningful interaction” (p. 270).  Pope et al. 
(2004) posited that the more multicultural competence is infused into students’ affairs, 
the more the profession is able to meet the need of all students: 
 
 The overall goal of multicultural competence is to create a more 
welcoming and affirming campus for all students by developing more relevant, 
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meaningful, and culturally appropriate services.  Student affairs professionals are 
well suited to this task because of their historical role of attending to the whole 
student and creating campus environments that enrich the personal and academic 
experiences of college students (p. 27). 
 
 
Theory and Translation 
 
 Researchers have suggested the importance for CSAOs to have comprehensive 
awareness and understanding of the various theories associated with students.  Student 
affairs scholars have asserted that student affairs professionals must be able to understand 
and apply theory, thus translating theory into practice (Pope et al., 2004).  With proper 
understanding and application of student development theories, CSAOs can adequately 
address the social, academic, and emotional needs of students.  
 Multicultural competence can be infused into theory and translation going beyond 
the surface strategy of just adding culturally specific content to the various student affairs 
theories.  Student affairs professionals must be able to adjust theory to incorporate the 
needs and concerns of multicultural students.  Understanding various cultures will aid in 
student affairs professionals translation of theory into practice by designing culturally 
specific interventions and thinking creative about how to address the needs of a wider 
variety of student (Pope et al., 2004).  Pope et al. indicated that a multiculturally 
competent professional understands the centrality and importance of theory and commits 
himself to lifelong learning in multicultural issues.  
 
Administration and Leadership 
 
 The third aspect of the dynamic model of student affairs competence requires that 
CSAOs devote significant attention to administration and leadership.  Student affairs 
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administrators are increasingly expected to develop the leadership skills necessary to 
address multicultural issues (Pope et al., 2004).  If student affairs leaders do not develop 
these skills, they are “forced to use incomplete theories to explain multicultural dynamics 
on campus; offer generic, interventions to address concerns; or create additive and often 
fragmented approaches to tackling multicultural issues” (p.53).  Multicultural 
competence adequately infused into administration and leadership facilitates the 
development of structures which foster systemic change.  
 Pope et al. (2004) described the multiculturally competent professional as 
someone who is able to utilize his/her own enhanced knowledge and skills to create 
systemic change in colleges and universities.  A multiculturally competent leader is adept 
at building relationships across group lines and is empowered to address group conflict.  
 
Helping and Advising 
 
 The fourth competency, helping and advising, is central to the history, goals, and 
responsibilities of student affairs work.  Researchers have argued that it is critical for the 
CSAO and other student affairs professionals to develop related awareness, knowledge, 
and skills in helping and advising (Pope et al., 2004).  Even though the CSAO’s role is 
largely administrative and strategic in nature, it is still important for the CSAO to be 
accessible to students for helping and advising.  CSAOs and other student affairs 
professionals need to communicate to students that they are supported by the 
administration and that they are central to the institution’s mission (Pope et al.).  The 
ability to assist and counsel was identified as essential to creating meaningful 
relationships with students, staff, and faculty (Pope et al.). 
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 Student affairs leaders can facilitate the infusion of multicultural competence into 
the helping and advising area by requiring student affairs professionals in their respective 
divisions to explore and understand themselves and others (Pope et al., 2004).  Hence, the 
leadership would need to provide adequate and appropriate professional development 
opportunities, both formal and informal including (Pope et al.).  Pope et al. asserted that 
student affairs professionals could be instrumental in transforming their campuses into 
more multiculturally sensitive campuses by doing the following:   
 
1. Acquiring appreciation, knowledge, and understanding of cultural groups, 
especially those individuals and communities that have been historically 
underserved and underrepresented; 
 
2. Increasing content knowledge about important culturally related terms and 
concepts such as racial identity, acculturation, or worldview; 
 
3. Enhancing awareness of one’s own biases and cultural assumptions, and 
assessing one’s own multicultural skills and comfort level; 
 
4. Developing the ability to use knowledge and self-awareness to make more 
culturally sensitive and appropriate interventions; 
 
5. Developing an awareness of the interpersonal dynamics that may occur within 
a multicultural dyad; 
 
6. Deconstructing the cultural assumptions underlying the counseling process; 
 
7. Applying advocacy skills to assist in the development of a more 
multiculturally sensitive and affirming campus (pp. 85-86). 
 
Pope et al. (2004) described the multiculturally competent professional as those 
who understand how their communication style is influenced by their upbringing and life 
experiences, and seek out relationships with those who are different in order to increase 
their own levels of awareness, knowledge, and skills.  These relationships across 
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differences are essential for being able to address effectively the emotional needs and 
concerns of others from different backgrounds.  
 
Assessment and Research 
 
 In this fifth area of the dynamic model of student affairs competence, it is 
imperative that the CSAO understand the role of assessment and research in advancing 
multicultural techniques, particularly in a results-driven, global society.  It is important 
for leaders to be aware of their own assumptions and expectations, thus enhancing the 
cultural sensitivity of the researcher.  Student affairs leaders who are multiculturally 
competent should be able to conduct the research needed to validate and ensure continued 
support of campus diversity efforts in an age where concrete data, rather than anecdotal 
evidence, are critical.  Furthermore, according to Pope et al. (2004), the multiculturally 
skilled researcher incorporates techniques to ensure that the research design and the 
instrument are structured such that the data collection is more inclusive and 
representative of the population.  In addition, because of the increased understanding of 
various cultures, the researcher is better able to build the trust and rapport needed to 
obtain the data necessary to make richer interpretations.  
 
Ethics and Professional Standards 
 
The sixth aspect of the dynamic model of student affairs competence, ethics and 
professional standards, is key to student affairs, particularly the CSAO, because of the 
opportunity and potential to influence student values (Brown, 1985; Pope et al., 2004). 
According to Canon (1996), “it is the student affairs providers, more than any other 
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constituent group in higher education, who attend to the human needs of students, 
respond to concerns about individual differences, and remind the campus community of 
the principles of justice and the personal dignity to which it aspires” (p. 107).  
 With multicultural competence adequately infused into ethical and professional 
standards, leaders such as the CSAO, would be more aware of any inequities with regard 
to various areas of diversity. Leaders’ ability to embrace multiple values and belief 
systems would make them a catalyst for the growth and change as campus diversity 
increases (Pope et al., 2004).   
Young (1993), McWherter and Guthrie (1998), and Kitchener (1985) outlined 
certain values that underlie the student affairs profession, and thus shape the ethics and 
standards of that profession.  Young (1993) identified three essential values of the field:  
human dignity, equality, and community.  McWhertor and Guthrie (1998) identified four 
contexts in which an individual’s ethics are shaped.  These four contexts include: 
 
1. Personal values—often overlooked in literature—shaped by individual 
characteristics and experiences; 
 
2. Institutional values—incorporate the mission, structures, politics, and legacies 
that shape the expectations and practices of the campus; 
 
3. Professional values—receive the most attention in literature—constitute the 
fundamental values that professionals are expected to embrace and implement 
as part of their daily practices; 
 
4. Legal implication—ethical principles and legal consideration that do not 
suggest contradictory action.  However, when legal issues are involved, it is 
vital that we be thorough in our decision-making process and consult with 
appropriate campus personnel (pp. 23-24). 
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Kitchener (1985) was most frequently cited for her five ethical principles 
underlying student affairs work:  respecting autonomy, doing no harm, benefiting others, 
being just, and being faithful.  These five principles were identified as the basis for the 
ethical standards codified into the professional standards of both the American College 
Personnel Association (ACPA) and the National Association of Student Personnel 
Administration (NASPA) (Pope et al., 2004). 
Pope et al. (2004) described a multiculturally sensitive professional as one who 
looks beyond his/her own worldview and seeks to build relationships with colleagues and 
students who are culturally different.  This professional is also able to understand the 
ethical code and apply it fairly with respect to guidelines and professional.  Finally, the 
multiculturally sensitive professional attempts to integrate a “reconceptualized view of 
ethics in all aspects of teaching, training, and professional development and understands 
that being detached and uninvolved in the campus dialogue about multiculturalism serves 
only to reinforce the status quo” (Pope et al., 2004, p. 138). 
 
Teaching and Training 
 
According to Malaney (2002) “teaching is the most common and essential form of 
scholarship and the most important” (p. 133).  “Through their own education and 
experiences as student affairs leaders, many practitioners have developed some of the 
behavioral characteristics of teachers” (Pope et al., 2004, p. 144).  According to Fried 
(2003), teaching within student affairs is called “training” because much of the work 
involves training students to do specific jobs.  Fried (2003) explained that the student 
affairs curriculum “is central to the mission of most colleges and universities and 
 31 
includes interpersonal communication, conflict resolution… and development of skill to 
live and work in a culturally diverse democracy” (p. 120). 
Teaching and training have been cited as critical to the area of student affairs, 
which has moved from the peripheral to an integral part of student learning.  Learning 
takes place not only inside the classroom, but outside as well, through community 
service, leadership development, and various other program opportunities.  Learning even 
takes place through individual interactions with students that includes helping them work 
through roommate conflicts, student organization issues, event planning, time 
management, personal finance issues, and relationships among many other similar types 
of situations (Pope et al., 2004). 
 With multicultural content and understanding infused into all educational 
interventions, the notion of what constitutes an educated person is transformed.  
Multicultural competence adequately infused into teaching and training would be of 
special benefit to students of color since their academic performance would improve 
since different ways of learning would be acknowledged and valued.  
Pope et al. (2004) described the multiculturally sensitive professional as one who 
makes an intentional effort to transform course designs, assignments, and evaluations 
such that educational interventions are more accurate and relevant to the student in 
question.  In addition, the professional is sensitive to the impact of cultural assumptions, 
life experiences, worldviews, developmental needs, and learning styles on a student’s 
ability to learn.  
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Chapter Summary 
 
The chapter presented a review of the literature relevant to CSAOs addressing 
incidents of racial insensitivity on their respective campuses.  First, literature chronicling 
the increase in incidents on campuses was reviewed.  Second, the recommendations of 
several organizations and publications on strategies for managing diversity and incidents 
of racial insensitivity were presented.  Next, the literature was reviewed with regard to 
the centrality of the role of the CSAO in managing incidents of racial insensitivity on 
campuses.  Finally, the theoretical framework, based on the dynamic model of student 
affairs competence was reviewed, including a discussion of the multicultural competent 
student affairs professional who has adequately infused multicultural competence into the 
other six competencies. 
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CHAPTER III 
 
RESEARCH PROCEDURES 
 
 
The purpose of this chapter is to present and discuss the research procedures, data 
collection, and data analysis procedures utilized in this study.  Using a qualitative 
research design, the following was the specific grand tour research question that guided 
the study: 
 
How do CSAOs describe their experiences in addressing incidents of racial 
insensitivity on college and university campuses?  
 
 
Research Design 
 
Because of the complex nature of the problem and the research question, the case 
study tradition was utilized.  Case study research results in intense description or 
interpretations of a contemporary phenomenon (Marshall, 1996; Merriam, 1988; Yin, 
2003).  The case study has proved most useful for answering “why” and “how” questions 
(Merriam, 1988; Yin, 2003), and “for studying educational innovations, and for 
evaluating programs and informing policy” (Merriam, 1988, p. 33).  Merriam (1988) 
defined a case study as an “intensive, holistic, description and analysis of a single entity, 
phenomenon, or social unit” (p.16).  Similarly, Yin (2003) indicated that the case study 
method “allows investigators to retain holistic and meaningful characteristics of real life 
events” (p. 2).  The case study methodology was appropriate for this study because, in 
addition to meeting the criteria of answering “how” and “why” questions, the study was 
also one in which the researcher could inform policy.  Further, the desired end product 
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was an intensive description or interpretation of a contemporary phenomenon:  
experiences regarding incidents of racial insensitivity (Marshall, 1996; Merriam, 1988; 
Yin, 2003).  Finally, Merriam (1988) asserted that a “bounded system” or a specific 
phenomenon must be identified as the focus of the investigation.  The bounded system in 
this study is the CSAO who has addressed a specific incident of a racial insensitivity 
(Creswell, 1998; Merriam, 1988).  Merriam (1988) further outlined four characteristics 
that are essential components of qualitative case studies:  particularistic, descriptive, 
heuristic, and inductive.  To begin, this study was particularistic, in that the study 
“focused on a particular situation, event, program, or phenomenon” (Merriam, 1988, 
p.11).  In this study the event was an incident of racially insensitivity that occurred on a 
college or university campus.  This study was descriptive, with an end product of a rich 
“thick description” of the event in question.  The term “thick description”, often used to 
describe qualitative research, is “a complete, literal description of the incident being 
investigated” (Merriam, 1988, p. 11).  The researcher used direct quotes from the 
participants to describe the incidents and the techniques used by the CSAOs to address 
the issues.  Third, the study was heuristic in that the readers’ understanding of the event 
was illuminated by the study.  Detailed interview questions and information obtained 
from Internet searches and other published media provided greater insight into the events 
that occurred on the respective campuses.  Lastly, the study was inductive, relying 
heavily on inductive reasoning.  The researcher used inductive reasoning when questions 
were not answered directly. 
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It is critical for the researcher to identify the unit of analysis, which can be an 
individual, program, institution, group, event, or concept (Merriam, 1988).  The unit of 
analysis for this study was the individual CSAO.  
With more than one case examined, this study was further classified as a 
collective case study.  Researchers have indicated the collective case study research 
method of examining multiple cases gives the advantage of making the evidence more 
compelling and the overall study more robust (Creswell, 1998; Stake, 1995; Yin, 2003).  
In addition, case studies can be characterized by the nature of the final report, either 
descriptive, interpretive, or evaluative.  The focus of this study was to describe how 
CSAOs addressed incidents of racial insensitivity on their respective campuses.  
Therefore, this study can be characterized as descriptive, since a detailed account of the 
phenomenon under study was presented (Merriam, 1988).  
 
Case Selection 
 
The sampling method employed for this case study can be characterized as 
purposeful or criterion-based.  The goal for this study was to choose the CSAOs from 
which the researcher could learn the most.  The CSAOs selected for this study were those 
who had addressed at least one incident of racial insensitivity on their respective 
campuses in the past five years. 
An extensive literature search was conducted to obtain a list of institutions that 
had experienced incidents of racial insensitivity.  In addition, the Federal Bureau of 
Investigation (FBI) hate crime statistics were reviewed for the years 2003-2006.  From 
these two sources, 80 institutions were identified as potential participants.  The CSAO at 
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each institution was e-mailed an invitation to participate in a telephone interview, which 
would not last more than one hour.  A total of 20 replies to the initial e-mail were 
received.  Two CSAOs indicated that they were not the appropriate official for the study 
and forwarded the e-mail to a colleague.  Five CSAOs replied that they were not willing 
to participate in the study.  Two of the five cited their short tenure as a reason for not 
participating.  Of the 13 CSAOs who agreed to be interviewed, two indicated that they 
could not recall an incident of racial insensitivity.  Hence, a total of eleven CSAOs were 
identified from whom useful interview data could be collected.  The eleven CSAOs all 
worked at public institutions from all regions of the United States.  In terms of size, one 
institution had an enrollment of fewer than 10,000 students; six had enrollments between 
10,000 and 20,000; two had enrollments between 20,000 and 30,000 and two had 
enrollments over 30,000 students. 
 
Interview Protocol 
 
The following include the grand tour research question along with the specific 
interview questions for the study: 
 Research Question:  How do CSAOs describe their experiences in addressing 
incidents of racial insensitivity on college and university campuses?  
 
Interview Questions: 
 
1. Describe the racially insensitive incident that happened on your campus. 
 
2. What factors and conditions do you feel contributed to the incident? 
 
3. How did your campus leadership address the incident? 
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4. What was your role as the Chief Student Affairs Officer in addressing the 
incident? 
 
5. What were the outcomes? 
 
6. Is there anything you wish you had done differently? 
 
7. What policy changes and/or new procedures were implemented to address the 
racially insensitive incident?  Please e-mail copy. 
 
8. How has the campus climate changed since the implementation of the new 
policy, procedure, or guideline?  What assessment methods were used to 
assess change?   
 
9. What suggestions (with regard to leadership) would you offer Chief Student 
Affairs Officers and other campus leadership in addressing incidents of racial 
insensitivity? 
 
10. What suggestions (with regard to policy) would you offer Chief Student 
Affairs Officers and other campus leadership in addressing incidents of racial 
insensitivity? 
 
In addition to the interview questions regarding the incident, demographic data 
about the CSAO and the institution were collected during the telephone interviews using 
the questions below: 
 
11. What is your age? 
 
12. What is your gender? 
 
13. How would you characterize your race/ethnicity? 
 
14. How many years have your held your current CSAO position?    
 
15. How many total years of experience do you have as a CSAO?    
 
16. What percentage of the student body are students of color? 
 
 
 38 
Participants 
 
After the 80 institutions were identified for possible data collection, the researcher 
obtained the names and e-mail addresses of the CSAOs from institution websites and the 
National Association of Student Personnel Administrators (NASPA) membership 
database.  A letter describing the purpose of the research and an invitation to participate 
in the study (Appendix A) were e-mailed to the CSAOs at the identified institutions.  A 
reply to the e-mail constituted informed consent.  In addition, verbal consent was 
obtained at the beginning of each telephone interview.  A summary of the participants is 
presented in Table 1. 
 
Table 1.  Participants. 
 
 
 
CSAO# 
 
 
Race 
 
 
Gender 
 
Age 
Range 
Years in 
Current 
Position 
Total 
Years as 
CSAO 
 
Enrollment 
Range 
Percent 
Students 
of Color 
1 Black Male 60-69 14 21 20,000-25,000 18 
2 White Female 50-59 2 2 15,000-20,000 6 
3 Black Male 60-69 18 36 10,000-15,000 13 
4 Black Female 50-59 5 5 20,000-25,000 42 
5** White Female 40-49 2 2 35,000-40,000 14 
6 Black Male 50-59 13 20 15,000-20,000 18 
7 White Female 50-59 15 32 5,000-10,000 10 
8 White Male 40-49 4 25 45,000-50,000 12 
9 White Female 50-59 9 21 20,000-25,000 6 
10 White Female 50-59 8 8 10,000-15,000 25 
11 White Male 60-69 11 11 10,000-15,000 12 
 
** Participant #5 was an Assistant CSAO 
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Data Collection Procedures 
 
The data collected for this study included interviews and documents.  Creswell 
(2003) recommended collecting data from four similar sources:  observations, interviews, 
documents, and audio-visual materials.  Yin (2003) indicated that the interview was one 
of the most significant pieces of evidence.  Patton (1980) pointed out that interviews are 
used to “find out what is in and on someone’s mind” (p.196).  Moreover, the interview is 
necessary when the researcher cannot observe the behavior directly or if the interest 
focuses on past events that cannot be replicated (Merriam, 1988).  Open-ended, semi-
structured interviews were conducted to determine how CSAOs addressed incidents of 
racial insensitivity.  Because the researcher was not able to observe the incidents 
firsthand, the interview was deemed the best method of data collection to ascertain results 
for the research question and interview questions regarding facts about the incidents of 
racial insensitivity that had occurred on the respective campuses.  
The researcher conducted two test interviews with CSAOs to ensure the clarity of 
the wording and content in the interview questions (Appendix B).  As a result, the 
researcher made slight modifications to the wording of the interview questions.  The test 
interviews also gave the researcher an insight into how the interview questions might be 
perceived by the participants.  
The researcher conducted eleven semi-structured phone interviews with the 
CSAOs who agreed to participate in the study.  All interviews were digitally recorded, 
transcribed into Word documents.  The semi-structured interview protocol that was 
developed and utilized during the interview is provided in Appendix C.   
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Documents related to each college or university that outlined guidelines, 
programs, and procedures were collected and included in the data analysis.  These 
artifacts were either retrieved from the institution’s website or forwarded via e-mail by 
the participants.  In addition, Internet articles and blogs relevant to the incident were 
downloaded and reviewed for the study.  
Table 2 contains a summary of the interview dates and lengths.  The artifacts 
collected for analysis are also included.  Extraneous artifacts downloaded from local 
news sources, Internet websites/blogs, campus websites, and television websites are 
labeled with the number of items gathered in parentheses. 
 
Table 2.  Interview Date/Length and Artifacts/Articles. 
 
 
CSAO/ 
Institution # 
Date of 
Interview 
(2008) 
Length 
of 
Interview 
 
 
Artifacts 
 
Articles 
Downloaded 
1 April 22 15:38 Student Affairs Mission 
Just Community 
 Organization Chart 
Diversity Education 
Racial Awareness    
Program 
Local News (1) 
Internet (1) 
2 April 23 17:27 Conduct Code 
Intercultural Center 
Mission 
Local News (1) 
Internet (17) 
TV (3) 
Campus Web (1) 
3 April 15 62:11 Core Values 
Code of Civility 
Code of Conduct 
Plan for Enhancing 
Multiculturalism 
Internet (8) 
TV (1) 
Campus Web (1) 
4 May 7 20:54 Office of Multicultural 
Affairs 
Conduct Code 
Internet (2) 
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Table 2.  Interview Date/Length and Artifacts/Articles. (continued) 
 
 
CSAO/ 
Institution # 
Date of 
Interview 
(2008) 
Length 
of 
Interview 
 
 
Artifacts 
 
Articles 
Downloaded 
5 April 28 26:15 BART Information 
Diversity Action Plan 
Affirmative Action, 
EEO, Nondiscrimination 
Policy 
Conduct Code 
Internet (6) 
Campus Web (1) 
6 May 13 15:35 TEAM 
Recommendations 
Bias Response Team 
Information 
Diversity Action Plan 
Internet (4) 
7 April 22 34:08 Diversity Climate 
Survey 
Multicultural Awareness 
Training 
Freshman Pledge 
Strategic Plan 
Campus Diversity and 
Inclusion 
Local News (1) 
Internet (7) 
TV (1) 
8 April 29 18:31 Diversity Education Internet (5) 
TV (2) 
 
9 May 7 20:47 Diversity 
Administration 
None 
10 April 29 23:13 Bias Incident Reporting Internet (16) 
Local News (1) 
Campus Web (6) 
11 April 23 20:43 Student Organization 
Registration 
Student Organization 
and Advisor Handbook 
Internet (3) 
 
 
Data Analysis Procedures 
 
 Data analysis and interpretation in a case study “involve[d] the detailed 
description of the setting or individual, followed by analysis of data for themes and 
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issues” (Creswell, 2003, p. 191).  The case study data analysis steps outlined by Creswell 
(2003) were followed for the study’s data analysis.  The first step involved preparing the 
data for analysis; this included the transcription of interviews and notes and the scanning 
of documents.  In this study, data from the telephone interviews were transcribed from 
audio to text.  The second step involved reading through all the data to get a general sense 
of the data and to reflect on overall meaning.  Upon reading through the transcripts, the 
researcher noted the areas that were marked as “inaudible.”  The researcher then listened 
to the recording again while reading the transcript in an effort to correct/update the 
“inaudible” notations.  The researcher also confirmed that all supporting documents that 
the participant mentioned in the interview were downloaded from the website or e-mailed 
from the participant.  The updated transcripts were e-mailed to the participants for review 
and approval.  Participants were notified that if no reply was received by the indicated 
deadline, the researcher would continue with the transcript as e-mailed.  
 The third step involved the coding and organizing of the data into relevant 
chunks.  Creswell (2003) cited the work of Tesch (1990) who provided details for the 
coding of data.  The steps included the following: 
 
1.  Get a sense of the whole by reading all of the documents. 
 
2. Pick one document to examine closely, asking “What is this about?” 
 
3. After reviewing several documents, cluster similar topics. 
 
4. Abbreviate the topics as codes. 
 
5. Find the most descriptive wording for topics and turn them into categories. 
 
6. Finalize abbreviations for each category and alphabetize the codes. 
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7. Assemble data belonging to each category in one place and perform 
preliminary analysis. 
 
8. Recode if necessary (Tesch, 1990, pp. 142-145). 
 
 The researcher used the software program NVivo 8© to assist with organizing and 
coding the data.  Tree nodes were identified and directly associated with the interview 
questions.  As coding progressed, the researcher identified additional “free nodes” which 
corresponded to emerging themes.  Within-case summaries were then written for each of 
the eleven cases.  After writing the summary of each case, organized according to the 
interview questions, the researcher noted overlaps in the answers to interview questions 3 
(addressing the incident), 5 (outcomes) and 7 (new policies and procedures). 
Within-case summaries were then organized according to the designated 
subheadings that were derived from the interview questions.  Table 3 displays the 
interview questions with their associated sub-headings. 
 After these initial steps, the researcher developed a new outline (Appendix D) and 
recoded the interviews using the additional nodes identified in the outline.  Upon 
completion of the within-case summaries, all but one of the cases either raised further 
questions or needed clarification on particular questions.  The researcher then telephoned 
the other ten participants to obtain the needed information and to inform each participant 
that the case summary would be forwarded for their review.  One of the ten CSAOs was 
no longer at his respective institution.  The researcher spoke with one CSAO directly and 
left messages with the other nine.  For member checking, each CSAO was e-mailed a 
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Table 3.  Interview Questions and Sub-Headings. 
  
Grand Tour Research Question:  How do CSAOs describe their experiences in addressing 
incidents of racial insensitivity on college and university campuses?  
 
Interview Question Sub-Heading 
1.  Describe the racially insensitive incident 
that happened on your campus. 
Description of the Incident 
 
  
2.  What factors and conditions do you feel 
contributed to the incident?  
Factors and Conditions 
  
3.  How did your campus leadership address 
the incident? 
Addressing the Incident 
  
4.  What was your role as the Chief Student 
Affairs Officer in addressing the 
incident? 
Addressing the Incident 
  
5.  What were the outcomes? Addressing the Incident 
  
6.  Is there anything you wish you had done 
differently? 
Reflections for Handling Future 
Incidents Differently  
  
7.  What policy changes and/or new 
procedures were implemented to address 
the racially insensitive incident?  
Policy/Procedure References 
  
8.  How has the campus climate changed 
since the implementation of the new 
policy, procedure, or guideline? 
Campus Climate 
  
9.  What suggestions (with regard to 
leadership) would you offer Chief 
Student Affairs Officers and other 
campus leadership in addressing 
incidents of racial insensitivity? 
Leadership Suggestions 
  
10.  What suggestions (with regard to policy) 
would you offer Chief Student Affairs 
Officers and other campus leadership in 
addressing incidents of racial 
insensitivity? 
Policy Suggestions 
 
 45 
summary of the campus incident along with the questions regarding the information that 
was missing or needed clarification.  CSAOs either replied with the requested 
information and updates or confirmed that the summary adequately described the 
incident. The researcher ultimately made contact with seven of the nine CSAOs. 
Once the within-case summaries were finalized, a cross-case analysis was 
conducted utilizing the sub-headings in Table 3 along with the competencies identified in 
the theoretical framework.  Emergent themes appeared under each sub-heading.  
 
Strategies to Enhance Validity and Reliability 
 
 Creswell (2003) asserted that validity plays a major role in qualitative research, 
while reliability and generalizabilty play only minor roles.  Validity is used to determine 
whether the findings are accurate from the perspective of the researcher, the participant, 
or the readers (Creswell & Miller, 2000).  The specific type of validity utilized for this 
study was face validity.  Gall, Borg and Gall (1996) define face validity as the subjective 
inspection of items to determine if the items cover the content one purports to measure.  
Face validity for this study was enhanced by employing expert review of the interview 
questions by CSAOs who were not participants in the study.  
Creswell (2003) and Merriam (1998) identified several strategies (triangulation, 
member checking, thick/rich descriptions, time in field, peer debriefer) that should be 
utilized to check the accuracy of findings.  First, triangulation, the examination of data 
from different sources, was utilized.  The researcher reviewed the interview transcripts 
and relevant documents and artifacts which included policies and procedures developed 
by the institution, as well as information provided by the media and obtained from the 
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Internet.  Second, the interview transcripts and within-case summaries were sent to 
participants for review, thus employing member checking.  Third, rich, thick descriptions 
of the events were outlined in the study.  Wherever possible the researcher used direct 
quotations from the participants to describe the incidents and their handling of the various 
incidents.  Fourth, sufficient time in the field was established by conducting interviews 
and Internet searches.  Finally, the researcher’s dissertation committee chair served as a 
peer debriefer for the researcher. 
 
Role of the Researcher 
 
 The primary role of the researcher was to serve as collector and interpreter of the 
data.  The researcher developed a description of the individuals and settings, analyzed the 
data for themes, and drew conclusions about the meanings.  The role of the researcher 
was further outlined when approval to conduct the research was granted by the 
Institutional Review Board (IRB) at Clemson University in February 2008 (Appendix E).  
After receiving IRB approval, prospective participants were e-mailed an invitation to 
participate in the study.  The e-mail informed prospective participants that their 
information would be kept confidential and that they had an option to withdraw their 
participation at any time.  Because participants would not be identified by name, no 
informed consent form was sent.  A reply to the e-mail constituted agreement to 
participate in the study.  In addition, verbal consent was obtained at the beginning of each 
digitally recorded telephone interview.  
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Ethical Issues 
 
 Several strategies were employed to protect and respect the participants’ privacy. 
The nature of the study did not put the participants at risk.  Because the researcher 
interviewed the CSAO directly, there were no gatekeeper issues.  However, many of the 
participants utilized their administrative assistants to schedule the interview times.  
Because the interviews were conducted via telephone, sites were left undisturbed.  
Finally, to protect the identity of the participants, each CSAO was given a pseudonym.  
However, even though every effort was put forth to maintain confidentiality, an incident 
that was highly publicized could lead one to identify of the institution involved, and 
therefore, the identity of the participant.  
 
Chapter Summary 
 
 This chapter included a description of the qualitative research method used in the 
study, the collective case study.  The case selection and interview protocols were 
described.  The chapter included a summary of the participants’ demographic and 
institutional data.  The data collection and analysis procedures included a review of the 
semi-structured telephone interview conducted by the researcher.  In addition to the 
interviews, documents associated with the incident were also reviewed and incorporated 
into the analysis.  The researcher described the within-case and cross-case analysis 
techniques used in the study.  The chapter also reviewed the strategies chosen to enhance 
validity and reliability, namely triangulation and member checking.  Finally, the role of 
the researcher was described, as well as ethical issues related to the study.  
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CHAPTER IV 
 
FINDINGS 
 
 
 The purpose of this chapter is to present a summary of the findings from the 
analysis of data collected from the eleven CSAOs who were involved in addressing 
incidents of racial insensitivity on their respective campus.  The chapter includes within-
case analyses of each CSAO’s experience as well as a cross-case analysis of all eleven 
cases.  The findings are organized based on eight broad subtopics associated with the ten 
interview questions in Table 3.  These topics include description of the incident, factors 
and conditions, addressing the incident, reflections for handling future incidents 
differently, policy/procedure references, campus climate, leadership suggestions, and 
policy suggestions.  
 The collective case study method was employed to analyze the eleven cases.  The 
researcher interviewed each CSAO by telephone.  In addition, the researcher reviewed 
documents and artifacts downloaded from the participating institutions’ websites which 
were pertinent to the cases.  In some cases, documents/artifacts were e-mailed to the 
researcher.  Newspaper articles, web postings, and other media that referenced the event 
were reviewed and included in the case analysis. 
 
Within-Case Analyses 
 
A within-case analysis was completed for each of the eleven cases.  In each, the 
data from each CSAO (interviews and documents) were analyzed as a comprehensive 
case in order to address the specific purpose of the research.  The name of the incident 
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and the demographic data of the institution and the CSAO are presented in table format 
prior to each descriptive within-case analysis.  In order to maintain anonymity, each 
CSAO/Institution was assigned a pseudonym, CSAO#1-11, to correspond to the eleven 
cases in the study.  In addition, policies and procedures referenced were not cited or 
included in the reference list in order to maintain the anonymity of the CSAO/Institution. 
A summary of each case and the corresponding emergent themes are presented.  
Creswell (2003) and Creswell and Miller (1997) suggested several strategies for 
presenting narrative research.  The strategies employed for this study included the 
varying use of long, short, and text-embedded quotations; using the wording of 
participants; and intertwining quotations with the author’s interpretations.  
 
Case One 
 
 A description of Case One is presented in Table 4. 
 
 
Table 4.  Case One CSAO/Institution. 
 
Description of the Case 
Incident Description Racially Insensitive Posters 
Institution Size Range 20,000-25,000 
Percent Students of Color 18 
CSAO Race/Ethnicity Black 
CSAO Gender Male 
CSAO Age Range 61-70 
Years in current CSAO position 14 
Total years CSAO experience 21 
 
 
The CSAO for Case One was a Black male, in his sixties, with 14 years in his 
current position.  The incident was titled “Racially Insensitive Posters.”  Students of color 
represented 18% of the total enrollment at the institution.  
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Description of the Incident 
 
The incident described by the CSAO involved a Neo-Nazi group, which posted 
racist posters in some areas on campus and the nearby community with “language that 
essentially said White women were in some kind of peril.”  The posters also cautioned 
against dating Black men, naming them as culprits in the spread of HIV/AIDS.  The 
CSAO indicated that essentially there were “a whole lot of ugly things directed at Black 
males.”     
The website www.africaspeaks.com displayed the poster with the heading “Don’t 
Have Sex With Blacks—Avoid AIDS.”  The website indicated that the flyer was seen all 
over campus and in the school newspaper as an advertisement.  The web site named the 
perpetrators as a student group called the National Alliance, which is known for racist 
teachings and messages. 
The incident received both local and national media attention.  The images posted 
on the Internet were widely distributed. 
 
Factors and Conditions 
 
The CSAO indicated several factors and conditions that contributed to the 
incident.  The CSAO explained that, “Periodically, these hate organizations presented 
themselves” at opportune times.  If an incident involving race occurs in larger society that 
might pose a threat to the “general population,” they seize the opportunity and develop 
propaganda that will “direct that kind of loathing toward those individuals.”  The CSAO 
also stated “the whole issue of immigration is one of those threat things with Hispanics 
becoming the largest minority group in America.” 
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Addressing the Incident 
 
The CSAO indicated that the Office of Student Affairs addressed the incident 
with swift action adhering to the university policy to remove any type of abusive 
material.  If threatening speech or threatening language is involved, Public Safety 
investigates immediately to determine if the responsible individuals can be identified.  
The Student Affairs staff met with various constituent groups on the campus, student 
organizations, and student leaders to make them aware of the situation and to let them 
know that the university was taking action.  The university’s criminal investigation was 
taken as far as possible.  The CSAO explained that the university leadership was 
compelled to inform the community that they were not the perpetrators and felt violated 
as well.  The CSAO stated “oftentimes outrage is directed at the university and its 
officials when they are not able to prevent incidents.” 
The CSAO shared that when there is an incident of a racial nature, the Racial 
Incidents Team is notified, and they have conversations with the groups involved.  The 
CSAO indicated that the university community was encouraged to “keep their eyes and 
ears open” in hopes of identifying the perpetrators.  A newspaper article highlighting the 
investigation appeared shortly thereafter.  The university held town hall meetings where 
students, faculty, and staff expressed their outrage at the behavior of the perpetrators.  
The CSAO also mentioned the two proactive measures in place at the university. 
The first is an educational program called the “Racial Awareness Program.”  On the 
university’s website, the program, the Racial Awareness Pilot Project (RAPP), was 
described as a nine month experiential learning program that allowed students to 
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challenge, debate, and educate each other on issues of social justice and social 
positioning such as race, culture, gender, class, and sexuality.  First created following a 
series of racial incidents in 1986, the program is an ongoing effort to help students’ 
bridge racial conflict and create understanding.  The university also sponsors a program 
called the “Just Community,” a major initiative to create cohesiveness, appreciation for 
diversity, and a sense of pride among students, faculty, and staff at the university.  
 
Reflections for Handling Future Incidents Differently 
 
When asked to reflect on handling future incidents, the CSAO responded that he 
would not do anything differently because he felt that the appropriate mechanisms for 
addressing the incidents were in place.  He explained:  “Even when you are doing all of 
the appropriate things, strangers can come in and upset everything, and then it puts the 
burden on you to communicate what are you doing.” 
 
Policy/Procedure References 
 
The CSAO shared that no new polices or procedures had been created because the 
Racial Awareness Program and the Just Community programs were already in place. 
 
Campus Climate 
 
The CSAO indicated that the university had done some assessment of the student 
body through the National Survey on Student Engagement (NSSE) and the Student 
Satisfaction Inventory (SSI).  The NSSE assessment revealed that students of color, 
especially African-American students, “perceived their experiences as being more 
engaged, both inside and outside of the classroom” than their white counterparts.  
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Similarly, the SSI assessment revealed that levels of satisfaction were higher for African-
American students than for other students.  The CSAO stated:  “When we compare both 
of those instruments to other predominantly White schools, we find just the reverse, that 
Black students are less engaged and less satisfied when compared to White students.  
What that tells me is we are doing something right here.” 
 
Leadership Suggestions 
 
The CSAO’s suggestion with regard to leadership was that leaders should “speak 
out immediately and express outrage because the matter can turn on you for lack of 
response.”  The CSAO stated that a leader should be clear about his/her  
 
 institution’s values and intolerance for this kind of behavior, and [that] 
when it presents itself, make sure you notify everyone [that] this is something we 
do not permit; it is not consistent with the values of our place and we wish to 
express our outrage.  
 
 
Policy Suggestions 
 
 The CSAO made no suggestions with regard to policy. 
Table 5 provides a summary of the data analysis for Case One.  The emergent 
themes are presented for each broad subtopic. 
 
Table 5.  Summary of Data Analysis for Case One. 
 
Sub-Headings Emergent Themes 
Description of the Incident Action, Outside of university; Unknown 
perpetrator 
  
Factors and Conditions Incidents happening in larger society 
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Table 5.  Summary of Data Analysis for Case One. (continued) 
 
Sub-Headings Emergent Themes 
Addressing the Incident Racial Incidents Team notified; Met with 
various student groups; Town hall meeting; 
Newspaper article 
  
Reflections for Handling 
Future Incidents Differently  
Nothing, proper mechanisms in place 
  
Policy/Procedure References Racial Awareness Program 
Just Community Program 
  
Campus Climate Black students more engaged and satisfied 
  
Leadership Suggestions Speak out immediately; Express outrage; Be 
clear about institution’s values 
  
Policy Suggestions None 
 
 
Case Two 
 
A description of Case Two is presented in Table 6. 
 
Table 6.  Case Two CSAO/Institution. 
 
Description of the Case 
Incident Description “Gangsta Party” 
Institution Size Range 15,000 – 20,000 
Percent Students of Color 6 
CSAO Race/Ethnicity White 
CSAO Gender Female 
CSAO Age Range 51-60 
Years in current CSAO position 2 
Total years CSAO experience 2 
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 The CSAO for Case Two was a White female, in her fifties, with two years in her 
current position.  The incident was titled “Gangsta Party.”  Students of color represented 
6% of the total enrollment at the institution.  
 
Description of the Incident 
 
The first question asked of the participant was to describe the incident.  The 
CSAO described the incident as follows: 
 
 In 2007, on Martin Luther King, Jr.’s birthday, the actual holiday, a group 
of students had a party off campus that was themed a “gangsta party.”  Mostly 
White students and a few African American students attended the party.  The 
students dressed up in ways that were extremely offensive to the African-
American community.  They wore heavy jewelry, and some of the young women 
stuffed the backside of their pants to make it appear as if they had large buttocks.  
There was at least one person who had come in black face.  Students posted the 
pictures from the party on Facebook.  African-American students saw these 
postings and had issue with it.  
 
 
The incident received both local and national media attention.  The images posted 
on the Internet, specifically, Facebook, were widely distributed. In addition, one website 
indicated that a National Association for the Advancement of Colored People (NAACP) 
investigation of the event would take place.  After following up with the CSAO regarding 
the NAACP investigation, the researcher learned that no formal investigation took place.  
However, there were several inquiries made and some small meetings, after which the 
NAACP determined that the university had made a reasonable effort to move the campus 
community forward in a positive manner. 
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Factors and Conditions 
 
The CSAO mentioned several factors and conditions that contributed to the 
incident.  First, the CSAO learned there was a culture of thematic parties that had 
emerged over the past few years.  The CSAO found out that “gangsta parties” had 
become somewhat of a norm among college students.  Second, the manner in which 
popular entertainers are portrayed in the media influences what is acceptable behavior for 
students.  Finally, the CSAO cited the lack of diversity education for most college and 
university students and as well as the lack of pre-college education about different 
cultures and sensitivity toward these kinds of events. 
 
Addressing the Incident 
 
The Dean of Students first addressed the incident by asking students to refrain 
from the constant instant messaging, E-mailing, and Facebook posting that was occurring 
around the issue.  The CSAO explained that there was a lot of emotion escalating in 
cyberspace that only made the incident worse.  She wanted the online diatribes to stop so 
that students could instead take advantage of coming together face to face to talk about 
the incident.  When the students who hosted the party saw what was happening on 
Facebook in terms of the victims’ reactions, they became concerned and contacted the 
Dean of Students Office.  The CSAO and Dean of students met first with the students 
who hosted the party.  The CSAO attended a meeting (coordinated by the Intercultural 
Center, the Counseling Staff and the Dean of Students) with the students who considered 
themselves the victims in this case.  The CSAO encouraged a sense of peace among the 
students.  She tried to be visible and only spoke on a limited basis during the meetings 
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with students.  The CSAO mentioned that on one occasion in which she spoke up, the 
students replied that they did not want to hear from her.  They wanted to hear from the 
president of the college.  In response, she said that “I quietly left the room, grabbed the 
phone, called the president, and asked him if he would come over, which he did.” 
 The university sponsored a forum for students only, with faculty and staff 
assisting as discussion leaders and note takers.  No press was allowed to attend the 
meeting.  The CSAO indicated that her role was to assist with the coordination of the 
effort.  The Counseling Center staff, the Director of the Intercultural Center, and the 
Dean of Students were other staff members who were instrumental in moving the 
dialogue in a positive direction.  Following the forum, the president sent an e-mail to 
students outlining how the university intended to address the incident. 
 One of the outcomes of the forum was that the students who hosted the party 
publicly apologized in a setting of at least 200 people.  The students talked extensively 
about what they had learned.  Following the forum, the staff from the Intercultural Center 
and others continued to follow through on dialogue circles on campus.  
Prior to the incident, the university had already engaged in discussions to create a 
new Chief Diversity Officer position.  The incident provided incentive to move the 
process forward with more urgency.  The CSAO indicated that at the time of the 
interview, the university was completing the search for the Chief Diversity Officer.  The 
university did indeed name a new Chief Diversity Officer in May 2008.  
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Reflections for Handling Future Incidents Differently 
 
Upon reflecting on how she would handle future incidents, the CSAO explained 
that on the evening of the student forum, she would have told the president to attend in 
the first place.  She also said that she might have encouraged the Chief Diversity Officer 
search to move more quickly. 
 
Policy/Procedure References 
 
The CSAO indicated that no new official policies were created because the 
student conduct code was referenced to address the issue. Section IX, which addresses 
harassment states that  
 
 No student shall commit any act, verbal or physical, which has the intent 
or effect of unreasonably interfering with an individual’s or group’s educational 
or work performance at the university or which creates an intimidating, hostile, or 
offensive educational, work, or living environment.  
 
 
Campus Climate 
 
 The forum provided a means for the students to air feelings and concerns.  While 
the forum provided some level of reconciliation, there was still some mistrust evident 
within the university community. 
 
Leadership Suggestions 
 
The CSAO’s primary suggestion with regard to leadership was that CSAOs 
should be visible and allow staff to do their jobs without losing touch with what is 
happening. 
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Policy Suggestions 
 
The CSAO recommended that an institution should set clear policies regarding 
free speech and disruptive behavior in the student conduct code. 
Table 7 provides a summary of the data analysis for Case Two.  The emergent 
themes are presented for each broad subtopic. 
 
Table 7.  Summary of Data Analysis for Case Two. 
 
Sub-Headings Emergent Themes 
Description of the Incident Action, student perpetrator 
  
Factors and Conditions Culture of thematic parties; media influence of 
what is acceptable behavior 
  
Addressing the Incident Meeting with students violated and perpetrators; 
march; new program for freshmen 
  
Reflections for Handling 
Future Incidents Differently  
Expect that students will want to see the 
President 
  
Policy/Procedure References Student Conduct Code 
  
Campus Climate Limited level of reconciliation, but still some 
mistrust 
  
Leadership Suggestions Be visible; stay on top of issues 
  
Policy Suggestions Clear policies regarding free speech 
 
 
Case Three 
 
A description of Case Three is presented in Table 8. 
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Table 8.  Case Three CSAO/Institution. 
 
Description of the Case 
Incident Description Affirmative Action Bake Sale 
Institution Size Range  10,000-15,000 
Percent Students of Color 13 
CSAO Race/Ethnicity  Black 
CSAO Gender  Male 
CSAO Age Range  61-70 
Years in current CSAO position 18 
Total years CSAO experience 35 
 
 
The CSAO for Case Three was a Black male, in his sixties, with 18 years in his 
current position.  The incident was titled “Affirmative Action Bake Sale.”  Students of 
color represented 13% of the total enrollment at the institution.  
 
Description of the Incident 
 
Early in the Spring of 2006, the College Republicans sponsored an Affirmative 
Action Bake sale.  CSAO Three learned that the College Republicans nationally were 
convening these kinds of Affirmative Action sales to bring attention to their disdain for 
Affirmative Action.  The CSAO indicated that the incident “had a tremendous impact on 
our campus.”  The College Republicans completed all of the procedures necessary for 
conducting a bake sale, thus the group had not violated campus procedure.  The original 
date for the bake sale was sometime in January, but due to some conflict in scheduling, 
the bake sale was postponed until February.  Since the College Republicans had followed 
procedure to host the back sale, the university did not stop the event from taking place.  
The CSAO reported that the African American students thought that holding the bake 
sale during February, which is Black History Month, made the event “deeply offensive.”  
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The African-American students and others who were offended found out that College 
Republicans in other parts of the country were forced to shut down such activities by the 
administration, thus adding to the difficulty in addressing the students. 
The CSAO stated:   
 
I have known these students and they trust me. I said things because they were 
from my heart not my head; I wasn’t following a script.  I really didn’t care what 
other schools were doing.  I wanted to do the right thing even if it meant 
confronting my students and they gathered that.  
 
 
A local newspaper reported that the university president felt that the principle of 
free speech means that campus groups have the right to do offensive things.  However, 
according to the CSAO, the experience “ended up being a very positive experience for 
everyone involved.” 
 
Factors and Conditions 
 
CSAO Three felt that a major contributing factor and condition, which lead to the 
incident, as is the case on many predominately white campuses, was “little 
understanding, awareness and knowledge of cultural differences.” 
The CSAO also stated, 
 
because [students] don’t have that foundation and understanding, then there are 
different reactions.  People get emotionally upset about things that reinforce old 
stereotypes.  In addition, if students have somewhat of a shaky self-esteem then 
there could be consequences to these types of issues. 
 
 
 As a group, the affirmative action bake sales on campuses across the country have 
gained regional and national media attention since 2003. 
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Addressing the Incident 
 
The CSAO described the process as “difficult, but necessary.”  The CSAO noted 
that the president of the college who is Latino, is the first Ecuadorian citizen to become 
president of a major university in the United States.  The CSAO is African-American and 
was trained in ethnic relations at a Fortune 500 company.  The CSAO pointed out that the 
university leadership felt very strongly about the core value of freedom to exchange 
beliefs and ideas.  The CSAO commented:  “We believe that if students in a learning 
laboratory don’t know how to debate opinions, where will they get it?”  The CSAO went 
on to explain that, “The learning environment means people learning how to debate, 
learning to agree to disagree, and knowing that opinions are opinions.”  The 
administration felt that if the event was shut down, the university “would really be 
delaying the cognitive levels that we think students ought to get here.  That is why we 
kept it going.”    
The CSAO’s role in addressing the incident was to bring together the students and 
the administration (President, Equity Director, and Director of Human Diversity).  The 
CSAO accessed his corporate diversity training to advise the president on how best to 
address the offended students.  
The students, accompanied by the CSAO, held a silent multi-racial march.  
Approximately 150 White, African-American and Latino students marched from the 
student center to the administration building.  The CSAO indicated that the march was 
well conceived and well carried out.  Students carried plaques, banners, and posters 
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indicating their support for a harmonious campus community.  The CSAO shared 
thoughts regarding the impact of the march:   
 
It was just well done.  From that point on, tremendous learning occurred.  We had 
open, public hearings, and small group sessions, etc. throughout the next two or 
three months.  The College Republicans, the Black Student Union, and the Latino 
organizations ended up apologizing to each other publicly.  One student said 
something that was particularly interesting, ….: ‘you don’t understand the pain, 
but if you step on my foot and hurt me and didn’t mean to, you still hurt me.  You 
didn’t mean to but what would you do if you did accidentally’.  The White student 
said ‘I would apologize, you’re right.  I stepped on you; I didn’t mean to, I didn’t 
have an idea how painful this would be’.  This White young man apologized 
publicly.  ‘We stepped, we hurt and we apologized’.  They also ended up co-
sponsoring activities, and getting together to prepare for a Unity Day the 
following fall.  We would never have gotten it this far had we just shut it down.  
 
 
CSAO Three explained that he wanted to do the right thing even when he was not 
being watched.  He wanted to make sure the students could learn from the experience.  
The university’s handling of the incident was identified as a best practice for 
multicultural competence in the state.  
 
Reflections for Handling Future Incidents Differently 
 
While the CSAO felt that he handled the incident well, he thinks that he could 
have done more to sustain the dialogue.  The CSAO concedes that while they cannot 
reach those who have already graduated, they are working to remedy this shortcoming by 
providing additional training with freshmen and sophomores. 
 
Policy/Procedure References 
 
No new policies were implemented.  The CSAO noted that students adhered to 
the Code of Civility.  The institution became the first in the State system to come up with 
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a Code of Civility.  The Code of Civility was endorsed by the student government, both 
in 1998 and 1999.  The CSAO administers the Code of Civility during the orientation to 
all incoming freshmen.  The CSAO stated, “They literally have to stand up and take an 
oath to the Code of Civility.”  The code states that in choosing to join the community, 
each member commits to a code of appropriate behavior.  Students pledge to uphold the 
following standards and demonstrate sound judgment as it relates to the principles of the 
scholarly community: 
 
1.  Respect the rights, feelings and property of others; 
 
2. Appreciate diversity and encourage its acceptance by others; 
 
3. Nourish the development of a society in which bigotry, harassment, prejudice, 
and hatred of any kind is not tolerated; 
 
4. Cultivate good citizenship in myself and others; 
 
5. Exhibit and encourage academic integrity; 
 
6. Honor the laws, policies and principles of the university and the broader 
community. 
 
 
The CSAO explained that one of the twelve core values of the university is 
freedom to exchange beliefs, thoughts and ideas.  The CSAO shared that this particular 
core value excited the students because it meant they would be able to debate important 
issues.  Listed below are the four core values and corresponding strategic goals endorsed 
by the university.  
 
* Core Value 1—We believe that the student and his/her development must be 
the primary focus of our work. 
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Goal 1—Enhanced knowledge of the human condition 
 
Goal 2—Equal access institution 
 
Goal 3—Collaborating and integrative learning and teaching 
 
Goal 4—A dynamic, technologically advanced environment 
 
 
* Core Value 2—We believe that we must maintain a sense of community 
 
Goal 5—A just and caring community  
 
Goal 6—The principles of civility 
 
Goal 7—Character development and values education 
 
 
* Core Value 3—We believe that we must influence the quality of our 
community 
 
Goal 8—Shared governance 
 
Goal 9—Free exchange of ideas and beliefs 
 
Goal 10—Community collaboration and service 
 
 
* Core Value 4—We believe that we must have the opportunity to strive for 
excellence 
 
Goal 11—A community of inquiring scholars 
 
Goal 12—Academic and co-curricular excellence. 
 
 
CSAO Three shared that when he learns about a book that would help his staff, he 
requires them to read the book.  Some examples of books he has assigned are Why are All 
the Black Kids Sitting Together in the Cafeteria, Multicultural Competence in Student 
Affairs”, and The Race Trap: Smart Strategies for Effective Racial Communication in 
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Business and in Life.  These books led to workshops for staff and assisted in his efforts to 
sustain the dialogue about race, diversity, and multiculturalism on campus.  
 
Campus Climate 
 
 With regard to campus climate, the CSAO commented that, “The incident 
had a “ripple effect and emotions were stirred.”  The CSAO felt that because he 
was able to facilitate productive dialogue between groups, “tremendous learning 
occurred.”  He stated that, “The groups that were in opposition to each other 
actually came together.”   
 
 
Leadership Suggestions 
 
With regard to leadership, the CSAO offered several suggestions.  First, he 
encouraged professionals to  
 
look within oneself, face some realities.  If you have benefited from a power 
system that has given privileges to some, acknowledge that, and begin to think … 
about how you can provide those same opportunities for others.  Chip away at 
things, knowing that every little bit makes a difference if everybody collectively 
does this.  Stop living in the past, it is gone.  Stop accusing each other and move 
forward. 
 
 
Second, the CSAO shared that it is important to prepare for leadership roles, so 
that when the opportunity arises, the professional will be ready.  He cautioned that 
student affairs professionals should not be too position oriented, and not put too much 
value in fancy titles.  
Finally, CSAO Three suggested that it is important to hire professionals who are 
multiculturally competent, even though he asserted that becoming multiculturally 
competent is a “life-long, never ending journey.” 
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Policy Suggestions 
 
The CSAO offered no suggestions with regard to policy.  
Table 9 provides a summary of the data analysis for Case Three.  The emergent 
themes are presented for each broad subtopic. 
 
Table 9.  Summary of Data Analysis for Case Three. 
 
Sub-Headings Emergent Themes 
Description of the Incident Action, Student perpetrator 
  
Factors and Conditions Little understanding and awareness of 
difference 
  
Addressing the Incident Silent march; open hearings; small group 
sessions; public apology 
  
Reflections for Handling Future 
Incidents Differently  
Nothing, but would like to figure out how to 
sustain dialogue 
  
Policy/Procedure References Core Values, Code of Civility 
  
Campus Climate Emotions stirred; tremendous learning; groups 
in opposition came together 
  
Leadership Suggestions Training to develop vision; build relationships; 
acknowledge when you have benefited from 
power system; don’t live in the past 
  
Policy Suggestions None 
 
 
Case Four 
 
A description of Case Four is presented in Table 10. 
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Table 10.  Case Four CSAO/Institution. 
 
Description of the Case 
Incident Description White fraternity member racists 
remarks to members’ African American 
girlfriend 
Institution Size Range  20,000-25,000 
Percent Students of Color 40 
CSAO Race/Ethnicity  Black 
CSAO Gender  Female 
CSAO Age Range  51-60 
Years in current CSAO position 5 
Total years CSAO experience 5 
 
 
The CSAO for Case Four was a Black female, in her fifties, with five years in her 
current position.  The incident was titled “White fraternity member racists remarks to 
members’ African-American girlfriend.”  Students of color represented 40% of the total 
enrollment at the institution.  
 
Description of the Incident 
 
The Case Four incident involved a White male student, who was dating an 
African-American female student.  After taking his African-American girlfriend to the 
house of the fraternity he was pledging, the male student was later told by one of the 
fraternity brothers “not to bring that nigger to the frat house again.”  Approximately two 
weeks later, the fraternity member told his African-American girlfriend about the 
incident, who then told another friend.  The African-American students told the Director 
of African-American Studies who then contacted the CSAO.  Before an investigation 
could be conducted by the CSAO and the Dean of Students, the incident appeared in the 
campus newspaper.  The President and Vice President of the Student Government 
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Association along with the President of the University Chapter of the NAACP, who were 
all African-American, interrupted a meeting the CSAO was conducting with other 
students.  The students who interrupted the meeting told the CSAO that they had been 
receiving phone calls all day and that something had to be done.  The CSAO invited the 
Dean of Students, who is a White male, into the discussion to talk about how to address 
the incident.  
 
Factors and Conditions 
 
The CSAO shared that what may have contributed to the incident is the long 
history of inattention to practices which occur in segregated sororities and fraternities.  
The CSAO explained: 
 
 I do not think that we are abnormal in that way.  I just think that there are 
some sororities and fraternities that have a long history of being mono racial, and 
they have built up in their belief system something about other races of people.  
They feel free to keep those practices alive.  I think now they are more undercover 
than it used to be, but that doesn’t mean that they went anywhere. 
 
 
Addressing the Incident 
 
The CSAO explained that she spoke with the young man and woman who were 
directly involved and informed the campus police about the situation.  CSAO Four said 
that the university wanted to make sure that the “students felt protected and they didn’t 
have to feel threatened if somebody should come after them.  I think it allowed us to have 
some conversation.” 
The CSAO said the students wanted to organize an event right away to respond to 
the incident.  She told the students that the student affairs leadership wanted the event to 
 70 
involve the entire campus, so they organized a rally.  The CSAO and student affairs staff 
provided support to the students who planned the rally.  
The students developed a pledge focusing on the standard of behavior they 
expected from each student.  The president and all members of the president’s cabinet 
attended the rally.  Even though no administrators were on the program, it was clear that 
there was administrative support for the rally. The students also developed a resolution 
that both the faculty and staff senate supported.  
The CSAO explained, “The thing … I was most proud of was the meeting that the 
Black students called and held among themselves.”  The students aimed to make the 
event an integrated response for the Black and White sororities and fraternities and Black 
and White students who wanted to take a stand against the use of racial slang and 
derogatory language on the campus.  The students organized a standing room only 
audience full of African-American students talking about whether they should use the “n” 
word themselves.  The CSAO shared, “I was one of the panelists they invited, but the 
discussion they had among themselves about what language they would use to refer to 
them or other ethnic and racial groups was the most powerful.”  The students decided that 
they did not want to use the “n” word or any other racial/ethnic slur.  
The CSAO stated, “We also worked with the fraternity chapter and concluded that 
the chapter had a right to actually say ‘Nigger’ if they wanted to.  Even though the 
language was atrocious and reprehensible, it was not illegal because it was a private 
conversation.”  
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Subsequently, an underage drinking sanction led to the fraternity being put off 
campus for at least a year.  At the time of the interview, the university was negotiating 
the return of the fraternity to campus. 
 
Reflections for Handling Future Incidents Differently 
 
Upon reflecting on how the incident could be addressed differently, the CSAO 
commented, “I wished the university could have annualized a meeting about the topic of 
derogatory language. I wished that we would have a way to make that part of the system 
so that we don’t have to repeat the same thing to get there again.” 
 
Policy/Procedure References 
 
There were no new policies created, since the anti-discrimination and anti-bigotry 
policies were used to provide guidance in addressing the incident.  All students, faculty, 
and staff are subject to the policy racial harassment policy found on the Office of 
Diversity, Equal Opportunity and Affirmative Action web page and listed below.  The 
policy states: 
 
 Generally, racial harassment is defined as any person's conduct that 
unreasonably interferes with an employee's or student's status or performance by 
creating an intimidating, hostile, or offensive working or educational 
environment.  Harassment on the basis of race, color, or national origin includes 
offensive or demeaning treatment of an individual, where such treatment is based 
on prejudiced stereotypes of a group to which that individual may belong.  It 
includes, but is not limited to, objectionable epithets, threatened or actual physical 
harm or abuse, or other intimidating or insulting conduct directed against the 
individual because of his/her race, color or national origin.  Title VII requires 
employers to take prompt action when a person expresses a racially charged 
opinion in a way which abuses or offends a coworker.  
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The university has created a diversity committee, which recommended changing 
the reporting line for the office of diversity to make the office more visible.  When the 
Office was originally created in 1995, the Director became a member of the faculty 
giving the position-limited visibility.  The responsibilities have been reassigned to the 
Affirmative Action Officer.  
 
Campus Climate 
 
The incident profoundly impacted the campus climate. Students at the rally 
established a standard of behavior for the campus.  Black students who originally pushed 
for the use of the “n” word, while denying the use by White students, eventually decided 
not to use the word.  CSAO Four explained that the forum helped the students to “come 
to a new level of understanding about bigotry, internal and external, within their own 
group and toward others.”   
The CSAO continued to have monthly meetings with student leaders to get input 
on what is “right and wrong” on campus, a practice that was in place prior to the incident.  
The Division of Student Affairs began focusing on leadership and diversity as major 
themes for the ensuing academic year. 
 
Leadership Suggestions 
 
The CSAO suggested that what leaders “need to do is to figure out ways to be 
more proactive, get conversations going, and have people to be actively involved.”  The 
CSAO stated that leaders should also strive to “include discussions about race and 
diversity in the university’s mission statement.”    
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Policy Suggestions 
 
 The CSAO offered no suggestions with regard to policy. 
Table 11 provides a summary of the data analysis for Case Four.  The emergent 
themes are presented for each broad subtopic. 
 
Table 11.  Summary of Data Analysis for Case Four. 
 
Sub-Headings Emergent Themes 
Description of the Incident Language, Fraternity 
  
Factors and Conditions Long history, culture; unknown actions of 
segregated organizations 
  
Addressing the Incident Rally with resolution; demonstration, dialogue 
  
Reflections for Handling Future 
Incidents Differently  
Find a way to annualize 
  
Policy/Procedure References Affirmative Action Handbook 
  
Campus Climate New level of understanding about bigotry; new 
standard of behavior 
  
Leadership Suggestions Learn about diversity 
  
Policy Suggestions None 
 
 
Case Five 
 
A description of Case Five is presented in Table 12.  The participant in Case Five 
was an Assistant CSAO.  
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Table 12.  Case Five CSAO/Institution. 
 
Description of the Case 
Incident Description Racist Letters 
Institution Size Range  35,000-40,000 
Percent Students of Color 14 
CSAO Race/Ethnicity  Multiracial 
CSAO Gender  Female 
CSAO Age Range    41-50 
Years in current CSAO position 2 
Total years CSAO experience 2 
 
 
The Assistant CSAO for Case Five was a multiracial female, in her forties, with 
two years in her current position.  The incident was titled, “Racist Letters.”  Students of 
color represented 14% of the total enrollment at the institution.  
 
Description of the Incident 
 
The CSAO explained that the university had a racist letter delivered to residents at 
the residence halls.  She said, 
 
 It was one of those letters that looked like it was cut and pasted with 
language from websites that we have all seen.  Basically, involving racial 
inferiority theories and targeting the African-American students in particular.  The 
halls that the letters were sent to … were halls that tended to have a higher 
percentage of African American residents ….  
 
 
Also, CSAO Five shared that what was odd about the mailing was that the 
perpetrator had exact addresses, distinguishing rooms of the residents, from other rooms, 
such as utility closets.  The CSAO explained that several hundred letters were delivered.  
Further, the CSAO shared, “I think the Resident’s Life staff responded very quickly and 
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really well.  A student who was working at the front desk just happened to open her letter 
because she was sitting there and looking through her mail and caught it early.” 
The media attention given the issue was fairly minimal.  The campus newspaper, 
as well as the local newspaper, published a few articles.  The CSAO did not recall any 
significant national coverage. 
 
Factors and Conditions 
 
The CSAO indicated that the main factor, which led to the incident, was the 
“presence of national groups that do this.  It was clearly a calculated mailing.  The CSAO 
stated, “It was before the kickoff of United Black World Month.”  In addition, she said 
“The university pays special attention when things arise around a heritage or awareness 
week.  Even though this occurred in January, it was still in the time period leading up to 
publicity and events that would be take place in February.”  CSAO Five noted that “What 
was happening on campus might be part of it.”  She explained that letters had arrived the 
previous year in February during United Black World Month and two years before in 
April during the African-American Heritage Festival.  Further, the CSAO shared that 
sending of the letters is “part of a broader conversation of White supremacy theories 
which look at things like the racial inferiority theory.” 
 
Addressing the Incident 
 
The incident was the first addressed by the student who opened her letter at the 
front desk.  The student notified the Resident Assistant and Hall Directors and asked 
them for more information about the content of the letter.  The student noticed that the 
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letters had been delivered to several mailboxes.  After some investigation, the residence 
life staff distributed a message explaining why the letters had to be put in the boxes prior 
to a majority of the students opening the letters.  The message explained that because the 
letters were considered federal mail they had to be delivered.  Following the distribution 
of the message, the Resident Assistants and Hall Directors met with students face to face.  
In addition, the president of the university wrote a letter that was distributed to the 
university community.  The CSAO also communicated with the students through an e-
mail newsletter.  
A month or two after the mailing incident, there was another altercation on one of 
the residence halls between Black and White students.  The CSAO shared, “When you 
have several incidents, the university’s response is stronger.”  The result was the 
formation of an advisory group partnership between other groups on campus and the 
multicultural student organization.  The students hosted a forum to discuss the campus 
climate.  CSAO Five stated that, “One of things that came out of the forum was that we 
realized that we were not all consistent and coordinated as an institution responding to an 
incident.”   
 
Reflections for Handling Future Incidents Differently 
 
Regarding the handling of future incidents, the CSAO shared that the only thing 
she wished had been done differently was to have a more coordinated response.  The 
incident resulted in the university developing a more structured process to address 
incidents.  
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Policy/Procedure References 
 
  The recommendation from the forum was to “create an advisory group that would 
help with processing allegations.”  The advisory group would document and track 
incidents, as well as make recommendations to the university as to the appropriate 
responses.  The advisory committee adopted the name of “BART”, Bias Assessment and 
Response Team.  There is an official BART website where students, faculty, and staff 
can report incidents.  The team consists of students and representatives from various 
campus offices, including the CSAO, the university Diversity Officer, the Minority 
Affairs Director, and representatives from legal affairs and human resources.  The student 
members of the team sponsor informational sessions for other students.  
The institution’s website contains the following description of BART: 
 
 Welcome to the Bias Assessment and Response Team (BART) website. 
 We are here to help if you have had the unfortunate experience of either 
witnessing or being the victim of a hate or bias-related incident.  This site was 
designed so that not only could you report such an incident to our team of first-
responders, but also so that you could review university responses to other similar 
incidents.  We believe that in order to affect the culture that allows these actions 
to occur, we must be open and transparent in both our reporting and handling of 
them.  
 We also are a resource for anyone who wants to examine the issues of bias 
and racism, and have provided many links to campus, state, and local departments 
and agencies for you to explore further. 
 Whatever your reasons for visiting this site, we sincerely hope that you 
leave it with the sense that the university is committed to creating an environment 
that is open and welcoming to all races and cultures.  
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Campus Climate 
 
Because the university had received letters several years in a row, they took a 
proactive stance.  The Director of Housing sent a letter preparing the students for the 
receipt of the letters, and providing a listing of resources that students could access to 
provide program or discussion groups.  The CSAO stated, “Our housing staff has made a 
huge commitment to report anything they hear and I would say that 80% of what we hear 
comes from housing because that is where students are living in proximity to each other.”   
 
Leadership Suggestions 
 
With regard to leadership, the CSAO recommended “a formal coordinated 
process.”  She also recommended clearly defining the roles of the offices that will be 
responding.  Further, The CSAO Five said, 
 
 Because we created the BART system out duress, we were always in the 
catch up mode.  Everything was reaction, reaction, reaction, so I think if the 
university can be meaningful and intentional and think about doing these 
processes not because there was an incident that provoked it.  Also you need to 
have funding. It cost money to do this kind of stuff.  
 
 
Policy Suggestions 
 
 With regard to policy, the CSAO stated, “This is not about taking over someone’s 
policy that is working really well.  It is [about] acknowledging the whole university as 
one community.”   
Table 13 provides a summary of the data analysis for Case Five.  The emergent 
themes are presented for each broad subtopic. 
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Table 13.  Summary of Data Analysis for Case Five. 
 
Sub-Headings Emergent Themes 
Description of the Incident Outside, Unknown perpetrator 
  
Factors and Conditions Presence of national groups 
  
Addressing the Incident RA’s met with residents; forum; Letter from 
Housing explaining incident 
  
Reflections for Handling Future 
Incidents Differently  
More organized process 
  
Policy/Procedure References Bias Assessment and Response Team 
  
Campus Climate Recommitment from Housing to report 
incidents; Proactive stance to address issues 
  
Leadership Suggestions Make sure appropriate funding is in place 
  
Policy Suggestions Have formal, coordinated process 
 
 
Case Six 
 
A description of Case Six is presented in Table 14. 
 
Table 14.  Case Six CSAO/Institution. 
 
Description of the Case 
Incident Description Racist Epithet, Urination 
Institution Size Range  15,000-20,000 
Percent Students of Color 18 
CSAO Race/Ethnicity  Black 
CSAO Gender  Male 
CSAO Age Range  51-60 
Years in current CSAO position 13 
Total years CSAO experience 20 
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The CSAO for Case Six was a Black male, in his fifties, with 13 years in his 
current position.  The incident was titled “Racist Epithet, Urination.”  Students of color 
represented 18% of the total enrollment at the institution.  
 
Description of the Incident 
 
The incident at this university involved an African-American student who was 
walking across the campus past the residence hall when other students yelled a racial 
epithet at him.  One of those students standing on the balcony of the building attempted 
to urinate on him. The incident received a high level of media attention.  The student 
identified as the perpetrator withdrew from the university before the student judicial 
process was completed.  
 
Factors and Conditions 
 
CSAO Six attributed the incident to the fact that the “student had some pretty 
deeply ingrained negative stereotypes about African-Americans and actually articulated 
some fear of African-Americans.”  CSAO Six commented, “That was sort of the 
backdrop.  So when he saw the African-American student walk by, his natural 
programmed inclination kicked in.” 
 
Addressing the Incident 
 
The CSAO explained that some of the students did a sit-in at the president’s office 
to show their concern about the problems on campus.  The CSAO’s role was to serve as a 
“convener and as a facilitator of the essential conversations.”  The CSAO explained: 
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 Our Dean of Students was involved, as a member of the … group working 
with students.  As a result of that I actually met with the students and engaged 
with them a process where we asked them to convene with a group of faculty 
members who they trusted to work with on some specific issues that they believe 
we should pursue.  As a part of that, we paid the students for the time that they 
spent on it and asked them to identify faculty with whom they would like to work 
with.  They produced a set of initiatives.  I told them once they did that I would 
then invite them to come and meet with the president’s Cabinet which would 
include all of the academic deans and all the senior leadership of the university to 
present their outcome with the idea that we would take responsibility for pursuing 
those that apply to administrative and faculty leadership.  We would, in the 
process, come up with our own action plan for how we would respond as to what 
they would do.  They came back with some specific recommendations and then 
we prepared our own institutional report outlining what the institution would 
implement.  
 
 
 The CSAO further explained his role in advising the university president and 
stated that, 
 
 Many people will want something very specific from the president of the 
university, and I believe that that is one of the places where the university 
presidents are most challenged.  I think Senior Student Affairs Officers play a real 
key role in defining what the appropriate and most effective role for the president 
is around the incident.  I just have this feeling that the president’s voice is used 
too often in response to incidents and then the voice at some point loses its 
impact.  I would say that I think that it would really be important to look at how 
the Senior Student Affairs Officers interact with the president around incidents 
and to what degree that person influences when and where and how the president 
is used in response to those incidents….Whenever the president is out front too 
early, he can be very ineffective. 
 
There were several outcomes as a result of the incident.  First, each year, the 
president gives a State of Diversity report to the campus.  Second, the CSAO explained, 
“We actually ended up changing some language on our admissions form.”  Third, he said 
“The students wanted us to come out with a brochure making students aware of the 
process for dealing with incidents.  We now have a bias reporting incident protocol that 
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we developed many years ago as a result of this.”  The CSAO also stated, “Because we 
were getting outside groups taking a shot at us because [they felt there was] something 
discriminatory about our having a system where people could report bias incidents, we 
have changed the way we notify the students, so we can keep the wackos away.” 
 
Reflections for Handling Future Incidents Differently 
 
The CSAO explained that the response to the incident went pretty well.  The 
CSAO commented, “I think that looking at the incident, there is something good about it 
having to be organic and not actually having it be completely controlled.”   
 
Policy/Procedure References 
 
A student group, Together Everyone Accomplishes More (TEAM), developed a 
list of nine recommendations.  
 
* Recommendation 1:  Strongly endorse race sensitivity training for all 
employees so they can develop and utilize skills that are critical to creating 
and sustaining a safe and welcoming environment for students of color. 
 
* Recommendation 2:  Create a mechanism for coordinating efforts among 
appropriate university units and offices for responding to racial incidents. 
 
* Recommendation 3:  Support the expansion of the membership of the Student 
Activity Committee (SAC) and Student Conduct committee (SCC) in order to 
include a broader representation of a wide range of diverse voices and views. 
 
* Recommendation 4:  Provide and disseminate quarterly reports from the 
president’s office on the current state of race relations on campus; hold a 
yearly open forum on the progress of the university’s diversity plan. 
 
* Recommendation 5:  Promote improved access to campus resources for 
students of color through internal marketing efforts.  
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* Recommendation 6:  Provide or co-sponsor race sensitivity training to 
targeted groups, e.g., University Security, XXXXX State Police (OSP) 
stationed at the university, the XXXXXX Police Department (CPD), and on-
campus vendors. 
 
* Recommendation 7:  Hold the Greek system accountable for living up to its 
commitment to their professed values of “virtue, scholarship, ethics, justice 
and friendship”. 
 
* Recommendation 8:  Advance the University’s commitment to diversity by 
implementing new initiatives and increasing efforts in order to improve the 
general campus community’s ability to address race issues. 
 
* Recommendation 9:  Offer conversations of race throughout the academic 
year, led by trained diversity facilitators. 
 
 
Campus Climate 
 
 As a result of the incident, university officials have become more confident in 
addressing incidents of racial insensitivity. The campus continues to implement 
innovative programs to support a more inclusive environment. 
 
Leadership Suggestions 
 
The CSAO suggested the following with regard to leadership:   
 
 What you want to do as a leader is to have processes for supporting your 
campus ethos of being caring, responsive, welcoming, and inclusive.  Student 
Affairs Officers need to have a style of leadership that is supportive of the core 
values in the institutional mission as it relates to diversity.  I think it is impossible 
to have agreed upon processes for insensitivity.  Each situation has its own 
nuances that need to be responded to and supported. 
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Policy Suggestions 
 
With regard to policy, the CSAO explained that,  
 
 It is very difficult to have policies for addressing incidents.  I think it is 
easy to have policies for enforcing policy violations but not all incidents are 
policy violations.  Policies around insensitivity are very challenging and that is 
the place where most people get caught up into the courts, because what it can be 
is a perception that you are infringing on freedom of speech. 
 
 
Table 15 provides a summary of the data analysis for Case Six.  The emergent 
themes are presented for each broad subtopic. 
 
Table 15.  Summary of Data Analysis for Case Six. 
 
Sub-Headings Emergent Themes 
Description of the Incident Action and language, Student perpetrator 
  
Factors and Conditions Deeply ingrained negative stereotypes 
  
Addressing the Incident Met with students; President delivers state of 
diversity report; changed language on Admissions 
form 
  
Reflections for Handling Future 
Incidents Differently  
Nothing, liked having the process be organic 
  
Policy/Procedure References Bias Incident Reporting; TEAM recommendations 
  
Campus Climate Leadership more confident in addressing incidents 
  
Leadership Suggestions Process for supporting campus ethos of caring and 
responsiveness and supportive of core values related 
to diversity 
  
Policy Suggestions Have formal, coordinated process 
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Case Seven 
 
A description of Case Seven is presented in Table 16. 
 
Table 16.  Case Seven CSAO/Institution. 
 
Description of the Case 
Incident Description Gangsta Party 
Institution Size Range  5,000-10,000 
Percent Students of Color 10 
CSAO Race/Ethnicity  White 
CSAO Gender  Female 
CSAO Age Range  51-60 
Years in current CSAO position 15 
Total years CSAO experience 32 
 
 
The CSAO for Case Seven was a White female, in her fifties, with 15 years in her 
current position.  The incident was titled “Gangsta Party.”  Students of color represented 
10% of the total enrollment at the institution.  
 
Description of the Incident 
 
The CSAO shared that in January 2007, on the Martin Luther King, Jr. holiday, a 
student group hosted a party.  The CSAO explained, 
 
 What we have learned subsequently is they had done this for several years, 
because it was a Martin Luther King birthday holiday, they had a Martin Luther 
King celebration.  It was started, in fact, by one of our African-American 
students.  However, over the last two or three years, it sort of evolved into what 
we originally called a “gangsta party.”  You dress up as gangster rappers, looking 
cool or how some of these students perceive as cool.  Some [students] did some 
things that were offensive to other students by how they portrayed African-
Americans, things they said, they took pictures and posted them to Facebook.  
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The incident received both local and national media attention.  The images posted 
on the Internet were widely distributed.  
 
Factors and Conditions 
 
The CSAO explained factors and conditions that contributed to the incident: 
 
 I definitely think that these students who offended and portrayed some 
racial stereotypes, took pictures of these, I think they knew it was beyond good 
taste.  I think … after having … interviewed these students after we had a forum 
discussion, they did not understand that they offended their fellow students in that 
way.  They just didn’t understand.  By the same token, our students who were 
offended just couldn’t understand why they didn’t see that as demeaning, 
stereotypic, hurtful and all of those things.  I think, like many things, there are 
different perspectives of the behavior. 
 
 
Addressing the Incident 
 
The CSAO stated that the university responded by asking students to remove the 
Facebook postings.  CSAO Seven commented, “The students did remove the postings, 
but not before the images had been downloaded by many other students and community 
members, which “was the beginning of a media firestorm.” 
Following the removal of the pictures, the CSAO said that the administration 
thought that it was important for the campus to discuss the incident.  The CSAO stated 
that, “It is important for the leadership of the campus to talk about our concerns and how 
we felt about what happened.”  The university scheduled a “family meeting”, organized 
by the CSAO and her staff, to talk about the incident and their emotional reactions.  The 
CSAO explained,   
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 For a variety of reasons, my campus chose me to be the spokesperson and 
that is not always the case.  We have a Vice President of our Division for 
Institutional Advancement who often does this, but because of the nature of this 
one, some folks told me it was either sink or swim for me.  You have to appoint 
someone who is going to be poised and available. 
 
 
The CSAO explained that one of the challenges was responding to the nearly 100 e-mails 
she received.  
The CSAO described the family meeting as “extraordinary.”  She stated,   
 
 I have been in higher education for 33 years, going on 34 years, and it was 
one of the most extraordinary events I have been to in my life.  We had 400-500 
students show up.  I moderated it, but that is all I did. I did not try to run it; I did 
not try to squelch anybody.  The one time it got a little bit heated, all I did was say 
we need to treat each other the way we would like to be treated, and that is all I 
said.  
 
 
The CSAO explained, “During the forum, there was a lot of raw emotion and 
people were able to get it off their chests.  Because of such a successful forum, when the 
media storm hit, the university leadership was able to say that everything was ok, and we 
have talked it out.  They couldn’t find that many irate students who were appalled.” 
The CSAO stated that she and her staff “gave the president a lot of direction on 
what we ought to do, especially since he was out of town.”  The president came back 
early for the forum and gave the remarks he was going to give at the Martin Luther 
King’s celebration which had been canceled the week before.  The CSAO explained that 
following the successful forum and the media firestorm, things were beginning to die 
down.  However, the students got together to hold a Unity Rally because they were still 
“bothered by how they had been portrayed [in the media] to the world.”   
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The CSAO also wrote a letter on behalf of the university president expressing 
how offended he was.  The president made slight modifications to the letter and sent the 
letter to the campus community.  CSAO Seven asserted, “That was a way that the campus 
leadership made a stand that this kind of behavior was not something that we thought 
represented [the institution].”     
CSAO Seven responded to questions about policy by explaining that, 
 
 There were a lot of questions about whether or not there was any policy 
violation.  Most of the leadership thought the behavior was inappropriate and felt 
that it was important to say so.  The university explored options for sanctioning 
the behavior.  However, on the advice of the university attorney, they decided to 
drop the sanctions against the students because no university policy had been 
violated. 
 
 
The CSAO added that while she did not want to dismiss the behavior of the 
students, she felt the students “suffered a great deal from the fallout and having their 
images plastered everywhere.” 
 
Reflections for Handling Future Incidents Differently 
 
CSAO Seven said that the one thing that she wished she been done differently 
was to provide more care and concern for the students who had committed the offense.  
She commented, “I think some of us were so offended by what these students had done, 
and we probably cared more for the concerns of our students who were offended than 
those who offended.  [The perpetrators] are students, too.” 
 
 
 
 
 89 
Policy/Procedure References 
 
No new polices were created in light of the incident.  The university has in place a 
set of Core Values which can be found on the website (and listed below).  In addition, 
freshmen sign a pledge of integrity, civility, and diversity upon starting their education at 
the university. 
 
UNIVERSITY CORE VALUES 
 
* We make student learning our top priority.  [University] exists to educate its 
students.  
 
* We seek academic and institutional excellence.  We provide an environment 
conducive to success for our students that include high academic standards, 
outstanding teaching, and enriching student services.  
 
* We foster an atmosphere of independent thought, intellectual integrity, and 
open discussion.  We encourage academic freedom and mutual respect for 
ideas and thoughts of others. 
 
* We improve campus programs continually.  We pursue excellence in our 
university programs through an evaluative rubric of measurement, assessment, 
and improvement. 
 
* We pursue campus diversity and inclusion.  Ideas and experiences from 
diverse ethnicities, cultures, and nations strengthen [University].  Through the 
valuing of global, environmental, and cultural awareness, the university 
populace acknowledges its role as world citizens. 
 
 
Campus Climate 
 
The CSAO shared that the incident had a profound impact on the campus. 
CSAO Seven explained that  
 
 Somewhere in the course of this, after somewhat of a catharsis and a little 
bit of confrontation, there was a principal as you might guess, on each side and it 
usually is where this one young man said, ‘I hear you and I believe you and I’m 
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ready to put this behind us.’  So it was not just a catharsis, it was a reconciliation.  
Did that solve everything, Lord, no, but it was a huge monumental step toward 
healing and resolving it as a campus family. 
 
 
Leadership Suggestions 
 
 CSAO Seven’s primary suggestion with regard to leadership was that leaders 
should “act quickly.”  She explained that inaction by the university could be 
misinterpreted as lack of concern about creating a campus climate which values and 
celebrates diversity.  
 
Policy Suggestions 
 
With regard to policy, the CSAO suggested, “You need to be honest about how 
you feel and recognize if there isn’t a policy violation.  We are used to dealing with 
policy violations and we are used to taking actions, but sometimes you have to stand for 
something and it may not be policy.”  
Table 17 provides a summary of the data analysis for Case Seven.  The emergent 
themes are presented for each broad subtopic. 
 
Table 17.  Summary of Data Analysis for Case Seven. 
 
Sub-Headings Emergent Themes 
Description of the Incident Action, Student perpetrators 
  
Factors and Conditions Perpetrators did not understand their behavior would 
be offensive 
  
Addressing the Incident “Family meeting”; met with individual students; 
letter from president 
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Table 17.  Summary of Data Analysis for Case Seven. (continued) 
 
Sub-Headings Emergent Themes 
Reflections for Handling Future 
Incidents Differently  
Pay more attention to perpetrators needs 
  
Policy/Procedure References Pledge of Civility, Integrity, Diversity; University 
Core Values 
  
Campus Climate Catharsis; reconciliation; atmosphere of trust 
  
Leadership Suggestions Act quickly; Prepare for e-mail onslaught 
  
Policy Suggestions Be honest if no violation has occurred 
 
 
Case Eight 
 
A description of Case Eight is presented in Table 18. 
 
Table 18.  Case Eight CSAO/Institution. 
 
Description of the Case 
Incident Description Black face video on YouTube 
Institution Size Range  45,000-50,000 
Percent Students of Color 12 
CSAO Race/Ethnicity  White 
CSAO Gender  Male 
CSAO Age Range    41-50 
Years in current CSAO position 4 
Total years CSAO experience 25 
 
The CSAO for Case Eight was a White male, in his forties, with four years in his 
current position.  The incident was titled “Black Face Video on YouTube.”  Students of 
color represented 12% of the total enrollment at the institution.  
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Description of the Incident 
 
At institution Eight the CSAO described the incident involving three freshmen 
males who made a video of a black face skit that ends with one of the participants faking 
an assault on the student in black face.  After the video was produced, the three students 
involved agreed that the video was inappropriate and agreed to destroy all the copies.  
The CSAO stated, “Fast forward a couple of years [when] the three ended up being 
roommates.  The roommates get into a fight and the student who lost the fight took 
revenge by posting a copy of the video (that was obviously not destroyed) on YouTube.”  
The CSAO went on to explain that, “Being unaware of the behind the scenes 
development, what becomes public to all of the students, both minority and majority,… is 
a really unsavory video.  The students who made the video were identifiable as students 
at the institution even though the students were in costume and black face.”  The incident 
received both local and national media attention. 
 
Factors and Conditions 
 
 The CSAO explained that the factor that led to the incident was that “the 
students were just bored freshmen adolescents with nothing to do …. What was 
provocative about it is after they got done with it, they realized it was 
inappropriate and wasn’t funny either, and two of the three of them understood 
that the video was destroyed. 
 
 
Addressing the Incident 
 
The CSAO, along with the Vice President for Diversity, were responsible for 
identifying the students, having conversations with them, and assigning the disciplinary 
counseling of the students.  Within 48 hours, the CSAO and the campus leadership 
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addressed the incident by urging the student perpetrators to voluntarily withdraw from the 
university.  The CSAO said that “technically, [the students] had not violated any 
university rule.  Our discussion with them was that they might not be comfortable in the 
university community given that they were somewhat identifiable on the video and that 
they may need to step out of the community for awhile and let things cool down.  They 
all heeded that advice.” 
The CSAO shared that the university “sponsored open forums for [students] to 
basically vent and express their concerns with the video.”  The CSAO and the Vice 
President for Diversity coordinated the open forum.  The CSAO explained that the forum 
revealed that there was “a lot of misunderstanding and misinformation about what 
someone can do about speech, or what an institution can do about speech if they find 
them unsavory.”  CSAO Eight also indicted that the students were somewhat 
disappointed with the outcome of the forum because to some it “became a forum for 
faculty who were trying to whip the students up into a frenzy.  It only raised people’s 
anger instead of having them feel like their voices [had] been heard.”    
Disappointed with the outcome of the initial forum, the students planned a second 
forum, which was not open to faculty or staff.  The CSAO said, “I was very proud of 
them, because they saw that [the first forum] had not been a productive exercise and they 
didn’t want to be used again.”  After the forum, the CSAO was briefed on the event by 
student leaders with whom she had a relationship.  
The forum led to a discussion about changing the general education requirements 
to include a course on diversity.  The CSAO and the chair of the faculty senate, 
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“reviewed a series of editorials from student leaders that were run in the campus 
newspaper talking about the value of diversity in our university environment and how 
majority students should value diversity as much, if not more, than non-majority 
students.”  
Since the incident, two of the three students have returned to the university.  One 
of the students issued an apology in the university’s student-run newspaper:  "First and 
foremost, my sincerest apologies to the [University] community, but especially to the 
African-American community, and all others who have viewed the video”. 
 
Reflections for Handling Future Incidents Differently 
 
Upon reflecting on how she would handle future incidents, the CSAO explained 
that the initial forum could have been more productive if they had a different moderator.  
The CSAO felt that the moderator was not prepared to manage the “heated” nature of the 
exchange between participants.  The CSAO explained that,   
 
 It became all the wrong people talking, and it was supposed to be a forum 
for students and it became a forum for faculty who had their own agenda. In 
hindsight, I think we would have structured [the event] differently and made it 
clear it was a forum for students not faculty. 
 
 
Policy/Procedure References 
 
There were no new polices or procedures created in a formal sense.  
 
However, the CSAO shared that  
 
 it was an educational experience for a lot of people to learn the legal 
aspects of the notion of hate crimes and what is or isn’t a hate crime vs. free 
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speech and expressive activity and even though the speech wasn’t intended as an 
expressive activity, it nonetheless is what it is.  The incident has become the basis 
of a lot of informal conversations that we have with student leaders over what 
expressive activities they can sponsor. 
 
 
Campus Climate 
 
The CSAO shared that the campus climate was significantly impacted by the 
incident, since it left a “powerful legacy of public embarrassment.”  The CSAO went on 
to say that the embarrassment caused by the incident heightened the campus community’s 
level of sensitivity to such acts. Further, CSAO Eight stated that, 
 
 The students who never saw the video, know about the video and I think 
their behavior is moderated as a result of that.  I think to this day the incident has 
continued to be referenced and we don’t ever want to see that thing happen again.  
I think that becomes a valuable touchstone.  It has been several years later and 
most of our students have never seen the video but they have heard about the 
video and in some sense I think it has become a rallying cry of thinking about 
what you are doing before you do it vs. after you do it.  [The incident produced] 
some value just in the legacy of embarrassment … that it created. 
 
 
Leadership Suggestions 
 
The CSAO shared the following with regard to leadership:  
 
 It is easier said than done to educate senior leadership on the technical 
aspects of expressive behavior and free speech and acts of insensitivity before an 
incident happens.  At the time we had a university president who wanted the 
young men hung and quartered in the public square and wanted them disciplined.  
[He] wanted us to find a way to get them.  While I admired his conviction on the 
point, it took a lot of coaching and a lot of intense conversations to say, you can’t 
discipline somebody for free speech, it is constitutional rights, and finding the 
speech disgusting and deplorable and embarrassing isn’t the basis for disciplining 
someone. 
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Policy Suggestions 
 
 The CSAO offered no suggestions or policy except that leaders must fully 
understand and be able to clearly explain the first amendment right to free speech. 
Table 19 provides a summary of the data analysis for Case Eight.  The emergent 
themes are presented for each broad subtopic. 
 
Table 19.  Summary of Data Analysis for Case Eight. 
 
Sub-Headings Emergent Themes 
Description of the Incident Action, Student perpetrators 
  
Factors and Conditions Boredom; Revenge 
  
Addressing the Incident Open forum; forum with no faculty; editorial in 
student newspaper; examined general education 
requirement 
  
Reflections for Handling Future 
Incidents Differently  
Choose more skilled moderator 
  
Policy/Procedure References None, but reviewed what constitutes free speech and 
hate crimes 
  
Campus Climate Heightened sensitivity of inappropriate behavior 
  
Leadership Suggestions Educate senior leadership on aspects of expressive 
behavior; handling difficult dialogue 
  
Policy Suggestions Must be able to educate on technical aspects of 
expressive behavior and free speech 
 
 
Case Nine 
 
A description of Case Nine is presented in Table 20. 
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Table 20.  Case Nine CSAO/Institution. 
 
Description of the Case 
Incident Description Racial Profiling of Staff Member 
Institution Size Range  20,000-25,000 
Percent Students of Color 6 
CSAO Race/Ethnicity  White 
CSAO Gender  Female 
CSAO Age Range    51-60 
Years in current CSAO position 9 
Total years CSAO experience 21 
 
 
The CSAO for Case Nine was a White female, in her fifties, with nine years in her 
current position.  The incident was titled “Racial Profiling of Staff Member. ” Students of 
color represented 6% of the total enrollment at the institution.  
 
Description of the Incident 
 
The CSAO shared information about an incident that the institution was 
addressing at the time of the interview.  The situation involved an African-American staff 
member in Housing Residential Education who believed that he was racially targeted by 
the campus police.  The staff member was driving the vehicle of a White staff member 
and was seen taking her to the airport to drop her off.  The CSAO explained that when 
the African-American staff member returned to the housing area and began removing 
items from his colleague’s vehicle, “someone who recognized that it was her vehicle, but 
did not recognize him, called the police and reported that the vehicle was being broken 
into.”  When the campus police arrived on the scene, he confronted the staff member and 
insisted on questioning him.  The CSAO explained that the African-American staff 
member became “quite upset, … a little overly anxious and maybe a bit belligerent with 
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the police who then took a very aggressive stance when he identified himself as a staff 
member.”  The CSAO went on to explain that the campus police officer refused to 
believe the staff member and “continued to press him regarding taking him in for 
questioning.  At that point another staff member came along, verified his employment 
with the university and the police decided not to question him any further.”  The incident 
did not receive media attention.  
 
Factors and Conditions 
 
With regard to the factors and conditions that contributed to the incident, the 
CSAO said that since there were so few African-American students and staff on campus, 
the staff member was easily identifiable.  In addition, the CSAO noted that the campus 
police had very little contact with students of different races.  The CSAO, who knew the 
staff member also as a student in a doctoral class she taught, felt that situation was 
exacerbated by the fact that the staff member was a “very proud and very assertive young 
man.  He was quite upset and very indignant, and I think that probably then created a 
boundary that made it more difficult for both of them to step across and really 
communicate with each other. I think that happened on both sides.”      
 
Addressing the Incident 
 
The CSAO’s role in addressing the incident was to lead the coordination of efforts 
with the Dean of Students and the Director of Housing.  The CSAO indicated that she 
met with the staff member/doctoral student.  The CSAO shared, 
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 Our Dean of Students has been involved in the conversation, and we have 
talked with our Chief of Police.  We intend to do some additional training with 
our public safety officers on racial profiling.  We intend to do further educational 
programming with our staff and our students who live on campus.  We are 
exploring the possibility of turning this into an educational teaching kind of 
opportunity that we will use through our orientation program. 
 
 
The outcome of the incident has thus far included a formal apology from the 
campus police officer to the staff member/doctoral student.  The CSAO planned to 
develop the necessary protocol to “use this situation as an opportunity for education.”  
The CSAO said, this was “an appropriate teachable moment for our campus, I intend to 
broaden this widely in terms of using it [to] focus dialogue for future conversations.” 
 
Reflections for Handling Future Incidents Differently 
 
With regard to handling future incidents, the CSAO shared that she wished they 
had been more sensitive and wished this incident had not occurred.  She explained that it 
is absolutely essential for there to be an immediate response…. She went on to say that   
 
 I think that there needs to be an opportunity for both sides to share their 
sides of the story, …. I am not always certain that the intended result will be 
wholly satisfactory to either side.  In this instance I think both the police actually 
feel, even though they have apologized, that they didn’t take any action that 
would be any different if the person was of any race.  I don’t happen to believe 
that. 
 
 
Policy/Procedure References 
 
Regarding policy and procedural references, the CSAO responded  “We definitely 
are exploring how this racially insensitive incident will impact policies and procedures as 
we move forward; It will definitely be a component of our training in the future.” 
 100 
Campus Climate 
 
 The impact on campus climate could not be determined since the case was 
ongoing at the time of the interview.  When the researcher attempted to contact the 
CSAO to follow-up on the incident, the researcher learned that the CSAO was on 
sabbatical. 
 
Leadership Suggestions 
 
The CSAO had several suggestions with regard to leadership.  First, she asserted 
that it is important for leaders to be sensitive to and familiar with the people in critical 
diversity roles on campus.  Knowing the persons in critical roles made it easier for her to 
step in and have “some involvement without making it look as if someone who has been 
removed from these types of conversations and processes is now jumping on the 
bandwagon to start the conversation.”  Further, CSAO Nine stated, “Being engaged in 
these dialogues on a number of different fronts in terms of promoting diversity and 
working closely with diversity initiatives” adds to the credibility of the actions of the 
CSAO or other leaders.  She also stated:  
 
 It is important for student affairs leaders to be seen as those who are 
confronting racism and supporting these dialogues taking place on our campus all 
along so that they are prepared to be engaged in the discussions when the time 
comes.  I do think that all of us have our own sense of privilege from my own 
background, so constantly working to educate myself and … learn what our 
students are going through and the feeling of in being in a predominantly white 
environment.  [Also], really being aware of my own place in the community and 
my own place in the world of privilege is important for me. 
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The CSAO felt that it was important for those institutions that have a Chief 
Diversity Officer who is “responsible” for diversity, not to take diversity off the plate of 
other senior leaders.  The CSAO asserted that “diversity is firmly on my plate.” 
 
Policy Suggestions 
 
 The CSAO offered no suggestions with regard to policy. 
Table 21 provides a summary of the data analysis for Case Nine.  The emergent 
themes are presented for each broad subtopic. 
 
Table 21.  Summary of Data Analysis for Case Nine. 
  
Sub-Headings Emergent Themes 
Description of the Incident Action, Staff member perpetrator 
  
Factors and Conditions Small number, therefore limited contact with African 
American students 
  
Addressing the Incident Met with victim, perpetrators; planned training for 
campus police, campus; apology from campus police 
  
Reflections for Handling Future 
Incidents Differently  
Implement proactive measures to prevent incidents 
from happening 
  
Policy/Procedure References None mentioned 
  
Campus Climate Not attained since case ongoing 
  
Leadership Suggestions Be as sensitive as possible; Have ongoing 
conversations about diversity 
  
Policy Suggestions None 
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Case Ten 
 
A description of Case Ten is presented in Table 22. 
 
Table 22.  Case Ten CSAO/Institution. 
 
Description of the Case 
Incident Description Korean/Black Student running for 
student council assaulted 
Institution Size Range  10,000-15,000 
Percent Students of Color 25 
CSAO Race/Ethnicity  White 
CSAO Gender  Female 
CSAO Age Range  51-60 
Years in current CSAO position 8 
Total years CSAO experience 8 
 
 
The CSAO for Case Ten was a White female, in her fifties, with eight years in her 
current position.  The incident was titled “Korean/Black Student Running for Student 
Council Assaulted.”  Students of color represented 25% of the total enrollment at the 
institution.  
 
Description of the Incident 
 
The CSAO chose to speak about an incident involving a student council election.  
The two candidates for president of the student council were friends.  One who was a 
White male, who represented the Greek fraternity realm and the other was a 
Black/Korean female.  The CSAO explained, 
 
 The White male had been involved with the student council and the 
Black/Korean student had not been involved.  Both were very popular and 
established student leaders on the campus.  Their campaign camps overlapped. 
They had friends within each, and in fact, ended up being very diverse camps on 
both sides during the campaign.  It ended up being a pretty dirty campaign at the 
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end and the final night of elections the female candidate went out to her car … 
and was basically thrown into her car and yelled something to her such as “we 
don’t want a ‘nigger’ on the student council.  She screamed and blared the horn 
and people came out, but she wasn’t physically hurt.  That put everything into 
disruption.  
 
 
The female student was taken to the emergency room.  The campaign was 
stopped, but reopened about a week later.  The female student ended up winning the 
election, but the campus was left in turmoil.  
 
Factors and Conditions 
 
The CSAO felt that the primary condition that lead to the incident was what she 
characterized as “dirty campaigning.”  She explained that the incident became racial as a 
result of the intensity of the campaigning strategy. 
 
Addressing the Incident 
 
The role of the CSAO was very critical in addressing the incident.  CSAO Ten 
indicated that she was called at 11:00 pm to go to the emergency room.  The CSAO was 
at the hospital all night.  She left the hospital the next morning and went directly to the 
campus to attend the regularly scheduled Dean’s meeting and informed the other 
administrators about the events that had transpired.  
The CSAO explained, 
 
 The president was out of town, but we had an afternoon town meeting, and 
we had several speakers [present].  I dealt with different ways that go on, one 
being the political way outside and what is going on at the university and the 
other one is dealing with the individual harm.  Then another one is dealing with 
procedures and on this particular one the things that are surrounding it.  
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The university police were involved as well as the FBI, since the incident met the 
definition of a hate crime.  The CSAO shared that all the campus administrators, 
including the president, “played a major role in working through the incident.” 
The university addressed the incident by sponsoring a series of mediation sessions 
with the two involved parties.  The campus leadership met twice a week for a couple of 
hours with about 20 students.  The CSAO also brought in two consultants to facilitate the 
discussion to help the students determine how they could work through the incident and 
help the rest of the community to heal.  The CSAO shared that the university also 
sponsored town meetings.  She explained that the university “spent the next three to five 
months healing the groups, really meeting and mediating the anger that was there.  The 
university community wanted us to find the perpetrator, but we were not able to.”  
There were two major outcomes of the incident.  First, the university hired the 
first Vice President and Chief of Diversity Officer.  Second, the university implemented a 
technology based system that facilitates the university’s immediate response to an 
incident.  
 
Reflections for Handling Future Incidents Differently 
 
The CSAO shared that even though they did not “get it all right” she was still 
satisfied with the outcome and would not change how they addressed the incident.  She 
said that in those situations “you do the best you can, and what you have to realize is 
nobody knows how to do it. You consult and you make decisions… you are dealing with 
how to manage a community.”   
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Policy/Procedure References 
 
With regard to policies and procedures referenced, CSAO Ten explained that they 
“reworked several things.”  The CSAO explained, “We have a whole different way of 
using our [election] procedures.  We separated the campaigning out to a mutual body.”   
The university also developed an online reporting system called “Just Report It.”  
The system, accessible from the university website, gives university authorities the ability 
assist and advise a person who has been violated.  In addition, the system allows third 
party reporting.  The CSAO also explained that the system gives the university the 
“ability to respond immediately and not have things fester and hear about it from 
somebody else.”  The university sponsored a door tag campaign in the residence halls to 
inform the students about the program prior to its implementation.  The system is also 
outlined in the student handbook, and all new students are introduced to the program 
during orientation. 
The information from the university website summarizing the manner in which 
bias incidents are addressed is as follows:  The Dean will respond within 24 hours and 
university police will be notified if needed.  The Dean will then contact the reporting 
party to obtain additional information and determine if any policy violations have 
occurred.  The Dean will then contact appropriate personnel to determine next steps and 
oversee the effort until the case is concluded.  The institution may choose to develop an 
institutional response when the perpetrator has not been caught or when an act 
“constitutes offensive, but constitutionally protected speech. 
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Campus Climate 
 
As a result of the incident the CSAO said they probably talk about their incidents 
much more than other places do.  CSAO Ten commented that the university community 
discovered that talking about the incident is important to the healing process, but it does 
open the university up to misinterpretation by the Press to say there is an ongoing 
problem with diversity.  CSAO Ten stated, “The university has worked hard to become 
unified instead of divided.”  Further, the CSAO said the university had improved 100% 
since the incident, but admits they are not perfect.  
 
Leadership Suggestions 
 
With regard to leadership the CSAO stressed the importance of treating each 
incident with care and that one should not predetermine how others perceive certain 
actions.  She explained, “Perception is reality and so you need to respond to that reality, 
but you also need not make promises you can’t keep.  Don’t act like you can enforce 
something if you can’t.  If you are dealing with free speech issues, I find it better to 
acknowledge the discomfort than try to pretend it is not there.”  
CSAO Ten also commented that incidents have to be managed, “You don’t just sit 
back and see what happens.  You absolutely have to be out there every minute talking to 
the students, talking to the community, and helping manage what their thoughts are.” 
 
Policy Suggestions 
 
 The CSAO had no suggestions with regard to policy. 
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Table 23 provides a summary of the data analysis for Case Ten.  The emergent 
themes are presented for each broad subtopic. 
 
Table 23.  Summary of Data Analysis for Case Ten. 
 
Sub-Headings Emergent Themes 
Description of the Incident Action and Language, Unknown perpetrator 
  
Factors and Conditions Dirty campaigning led to racial insensitivity 
  
Addressing the Incident Meeting with groups to do healing; mediation 
between two group; changed election procedures; 
hired Chief Diversity Officer 
  
Reflections for Handling Future 
Incidents Differently  
Nothing, but not because all was done right 
  
Policy/Procedure References Just Report It 
  
Campus Climate Talk about incidents more; Work together to address 
issues 
  
Leadership Suggestions Treat each case with care; Do not make promises you 
can’t keep; talk about incidents 
  
Policy Suggestions None 
 
 
Case Eleven 
 
A description of Case Eleven is presented in Table 24. 
 
Table 24.  Case Eleven CSAO/Institution.   
 
Description of the Case 
Incident Description White Fraternity Lawn Jockey 
Institution Size Range  10,000-15,000 
Percent Students of Color 12.5 
CSAO Race/Ethnicity  White 
CSAO Gender  Male 
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Table 24.  Case Eleven CSAO/Institution. (continued)  
 
Description of the Case 
CSAO Age Range  61-70 
Years in current CSAO position 11 
Total years CSAO experience 11 
 
 
The CSAO for Case Eleven was a White male, in his sixties, with 14 years in his 
current position.  The incident was titled “White Fraternity Lawn Jockey.”  Students of 
color represented 12.5% of the total enrollment at the institution.  
 
Description of the Incident 
 
 The CSAO explained that a campus fraternity kept a statue that was referred to as 
a “lawn jockey” in their fraternity house.  The face of the statue was annually painted 
black.  The African-American students became aware of the lawn jockey and complained 
that they were offended by its presence when the lawn jockey was pictured in an 
advertisement for fraternity recruitment in the campus newspaper.  
 
Factors and Conditions 
 
 The CSAO said that there were at least two factors that led to the incident.  First, 
the lack of sensitivity of the fraternity members.  Second, the fraternity had never had an 
African-American member, so lack of exposure played a role. 
 
Addressing the Incident 
 
To address the incident, the CSAO instructed the Greek Life staff to meet with the 
fraternity and inform the group that possessing a black-faced lawn jockey was 
inappropriate.  In addition to instructing the Greek Life staff, the CSAO alerted the 
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president about the incident. The CSAO shared that the fraternity members “saw nothing 
wrong with it and said everybody was overreacting.”  Even though the fraternity was 
allowed to keep the lawn jockey they were not allowed to have social activities or do 
anything on campus.   The CSAO went on to explain: 
 
They couldn’t pledge any new members.  Before they could become reinstated 
and in good standing, the fraternity had to go through some awareness training.  
They [had] to meet with the Greek advisor on a number of occasions to talk about 
the situation, how they were going to address it, and how they were going to 
explain to future members of their fraternity, how that was not appropriate and 
that was something that was not going to be allowed to continue. 
 
 
CSAO Eleven shared that the university “ultimately ended up suspending [the 
fraternity] for one year as a result of that particular issue.”   
 
Reflections for Handling Future Incidents Differently 
 
The CSAO shared that there was nothing that he would do differently, since the 
situation was appropriately handled and they obtained the outcome they sought.  The 
university response of creating a new process to recognize student organizations is 
expected to improve and strengthen student organizations.  
 
Policy/Procedure References 
 
CSAO Eleven explained that the incident lead to the implementation of a new 
procedure to recognize and register student organizations.  Student organizations have to 
register once per year.  The process involves signing a non-discrimination agreement, and 
signing a statement that indicates they understand the rules and regulations associated 
with a recognized student organization on campus.  The CSAO explained “[Student 
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groups] need to be registered with the university in order to have the benefit of the 
administration, basically using the mail system, and the resources of the institution.  That 
was a part of our opportunity to … get a yearly education with everybody at that time.”   
 
Campus Climate 
 
 With the implementation of the new procedure for recognizing student 
organizations, a new standard was set for the university with regard to student 
organizations valuing diversity.  Now that student organizations register on a yearly, 
rather than one time basis, the continuity of students understanding the value of diversity 
is maintained.  
 
Leadership Suggestions 
 
Regarding leadership, the CSAO said the following:   
 
 We have to be somewhat conscious so that we don’t make all racial issues 
black and white because they are not.  We have to be sensitive to that.  The best 
way to deal with this kind of situation in many cases is to sit folks down and talk 
…. I think certainly my colleagues and I and others need to be sensitive to what is 
happening around the country and communicating in terms of our staff.  We need 
to be constantly monitoring the environment in terms of what is happening 
nationwide, so that we could in fact foresee some sort of incident or … activity on 
our own campuses that could be problematic ….  
 
 
Policy Suggestions 
 
With regard to policy, the CSAO suggested that campus leadership should have a 
good sense of how to deal with incidents of racial insensitivity and address them as they 
occur.  CSAO Eleven stated, “I guess I would suggest some of those situations may be 
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quite innocent.  I don’t think there is negative intent in many of those situations.  I think 
there is more insensitivity and a lack of understanding.”   
Table 25 provides a summary of the data analysis for Case Eleven.  The emergent 
themes are presented for each broad subtopic. 
 
Table 25.  Summary of Data Analysis for Case Eleven. 
 
Sub-Headings Emergent Themes 
Description of the Incident Action, Fraternity 
  
Factors and Conditions Lack of sensitivity; tradition carried on without 
question 
  
Addressing the Incident Town meeting; fraternity participated in awareness 
training 
  
Reflections for Handling Future 
Incidents Differently  
None, feel incident was handled appropriately 
  
Policy/Procedure References New policy to register student organization and 
training for advisors 
  
Campus Climate Students more unwilling tolerate insensitive incidents 
  
Leadership Suggestions Be sensitive to lack of awareness of students; Be 
sensitive to what is happening elsewhere in the 
country 
  
Policy Suggestions Address incidents as they happen 
 
 
Cross-Case Analyses 
 
 The data from the cross-case analysis are organized and presented based on the 
sub-headings from the interview questions.  Tables summarizing data from the within 
case analysis are included.  Again, pseudonyms were used for each CSAO/Institution and 
are numbered one to eleven.  
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Table 26 includes a list of the types of incidents with emergent themes.  The 
emergent themes from the types of incidents involved perpetrators using language or 
participating in behavior that was deemed racially insensitive.  Eight of the eleven cases 
involved the perpetrators participating in behaviors that were considered racially 
offensive.  Three of the eleven cases involved both offensive language and behavior that 
were considered racially insensitive.  One of the cases involved perpetrators using 
language that was racially offensive.  
 
Table 26.  Cross-case Analysis—Type of Incident. 
 
CSAO/ 
Institution # 
 
Type of Incident 
Behavior v. 
Language 
Common Emergent 
Themes 
1 Racist Posters Behavior Incidents based on language 
    
2 Gangsta Party Behavior Incidents based on Behavior 
    
3 Affirmative Behavior Bake Sale Behavior  
    
4 Racist Remarks by Fraternity Member Language  
    
5 Racist Letters Behavior 
Language 
 
    
6 Racist Epithet, Urination Behavior 
Language 
 
    
7 Gangsta Party Behavior  
    
8 Black Face Video on YouTube Behavior  
    
9 Racial Profiling of Staff Member Behavior  
    
10 Election Hate Crime Behavior 
Language 
 
    
11 White Fraternity Lawn Jockey Behavior  
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Table 27 lists the characteristics of the incidents, including the perpetrators and 
other factors that impacted the incident.  In the majority of the cases, the perpetrator was 
identified as a student attending the university.  In three of the eleven incidents, the 
perpetrator was not identified.  In two of the cases where the perpetrator was not 
identified, it was assumed or concluded that the perpetrator was not a student attending 
the university.  All but one of the incidents was characterized as a bias-related incident; 
hence the students were not sanctioned for their behavior or language.  However, in two 
of the cases, students were cited for alcohol violations and sanctioned appropriately. In 
two cases, student perpetrators withdrew from the university.  Only one of the incidents 
met the definition of a hate crime.  
Two of the eleven cases involved fraternities.  Six of the incidents involved the 
institution discussing whether the First Amendment right to free speech had been 
violated.  In nine of the incidents, there was pressure either from the community or the 
victims in the case, for the university to take action.  In three of the cases, the Internet 
was used as the mechanism to expose the incident.  In addition, four CSAOs mentioned 
dealing with the media as an issue.  Finally, three of the eleven mentioned that there was 
a concerted effort made to make the community aware that the university itself was not 
the perpetrator and took measures to condemn the behavior of the perpetrators.  
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Table 27.  Description of Incident—Characteristics of Incident 
 
CSAO/ 
Institution 
# 
 
 
Perpetrators 
Free 
Speech 
Issues 
Pressure  
to take 
action 
 
Internet 
Factor 
 
Media 
Factor 
 
Hate 
Crime 
Incident 
condemned 
University 
Common 
Emergent 
Themes 
1 Outside 
Unknown 
No Yes No No No 
 
Yes Student 
Perpetrator 
         
2 
 
Students Yes Yes Yes No No No Free 
Speech 
Issues 
         
3 
 
Students Yes Yes No Yes No No Pressure 
from 
outside to 
take action 
         
4 
 
Fraternity No Yes No Yes No No Dealing 
with 
media 
         
5 Outside 
Unknown 
No Yes No No No No Bias 
incident 
         
6 Student No No No No No No Internet 
used as 
means to 
expose 
incident 
         
7 Students Yes Yes Yes Yes No No  
         
8 Students Yes Yes Yes No No No  
         
9 Staff  
Member 
No No No No No No  
         
 
10 
 
Unknown 
 
Yes 
 
Yes 
 
No 
 
Yes 
 
Yes 
 
Yes 
 
         
11 Fraternity No Yes No No No Yes  
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Factors and Conditions 
 
 Table 28 provides a display of the factors and conditions that contributed to the 
incidents.  A theme, which emerged regarding factors and conditions that led to the 
incident, was lack of multicultural competence.  The lack of multicultural competence 
was manifested in number of ways:  (a) lack of understanding, awareness and knowledge 
of cultural differences, (b) lack of a foundation for understanding differences, (c) lack of 
sensitivity, and (d) deeply ingrained stereotypes. 
 Other themes that emerged were the impact of events happening on other 
campuses and in society in general and a campus culture of minimal contact with 
African-Americans. 
 
Table 28.  Cross-Case Analysis—Factors and Conditions Which Lead to Incident. 
 
CSAO/ 
Institution 
# 
 
Factors and Conditions—Within Case 
Analysis Emergent Themes 
 
Broad Emergent 
Themes 
1 Incidents happening in larger society Lack of multicultural 
competence 
   
2 Culture of thematic parties; media influence of 
what is acceptable behavior 
Events happening in larger 
society 
   
3 Little understanding and awareness, knowledge, 
culture of differences; students do not have 
foundation and understanding of difference 
Culture of minimal contact 
with African Americans 
   
4 Long history, culture; unknown actions of 
segregated organizations. 
 
   
5 Presence of national groups  
   
6 Deeply ingrained negative stereotypes  
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Table 28.  Cross-Case Analysis—Factors and Conditions Which Lead to Incident. 
(continued) 
 
CSAO/ 
Institution 
# 
 
Factors and Conditions—Within Case 
Analysis Emergent Themes 
 
Broad Emergent 
Themes 
7 Perpetrators did not understand that their 
behavior would be offensive 
 
   
8 Boredom;  Revenge  
   
9 Small number of African American 
staff/students; Perpetrator had little contact with 
African Americans 
 
   
10 Dirty campaigning led to racial insensitivity  
   
11 Lack of sensitivity; tradition carried on without 
question 
 
 
 
Addressing the Incident 
 
 The following discussion of how the incidents were addressed is subdivided into 
four areas:  (a) the events and actions taken to address the incident (Table 29); (b) the role 
of the CSAO in addressing the incident (Table 30); (c) the role of the president in 
addressing the incident (Table 31); and (d) a listing of other staff who were involved in 
addressing the incident (Table 32). 
 
Campus Events and Actions 
 
 Table 29 provides a display of the campus events and actions that took place to 
address the incidents.  One of the major themes that emerged was that in incidents where 
items were posted physically on campus or on the Internet, the first response was to have 
the items removed.  Only one of the incidents was allowed to continue after it was made 
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Table 29.  Cross-Case Analysis—Addressing the Incident:  Campus Events and Actions 
 
CSAO/ 
Institution # 
Campus Events and Behavior 
Within-Case Analysis Emergent Themes 
Broad Emergent Themes 
1 - Posters 
taken down 
Met with various constituent groups; brought 
student groups together; town hall meeting; racial 
incidents team notified; article in newspaper 
Removal of Postings 
Bring opposing groups 
together; Large group 
event (rally, march, forum) 
   
2 - Internet 
postings 
removed 
Meeting with students who were violated; 
meeting with perpetrators; march; new program 
for freshmen 
Meet individually with 
students; Expedite search 
for Chief Diversity Officer 
   
3 -Sale 
allowed to 
continue 
Silent march, open hearings, small group 
sessions, public apology; co-sponsoring 
activities; unity day 
Change of process related 
to the incident; Public 
apology 
   
4 Rally; resolution; demonstration  
   
5- Letters 
delivered 
RAs met with residents; forum; letter from 
Housing explaining why letters were delivered 
 
   
6 Sit-in at president’s office; met with students; 
president gives state of diversity report; changed 
language on admissions form 
 
   
7 - Internet 
posting 
removed 
“family meeting”; met with individual students; 
letter from president 
 
   
8 - Video 
removed from 
YouTube 
Open forum; forum with no faculty; editorials in 
student newspaper; examined diversity general 
education requirement; 
Apology from perpetrator 
 
   
9 Met with victim; met with perpetrators; planned 
training for police; apology from officers; 
planning training for campus  
 
   
10 Meeting with groups to do healing; mediation 
between two groups involved; change election 
procedures; hired Chief Diversity Officer. 
 
   
11 Town Meeting; fraternity participated in 
awareness training 
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Table 30.  Cross-Case Analysis—Addressing the Incident:  Role of CSAO. 
 
CSAO/ 
Institution # 
Role of CSAO—Within Case Analysis 
Emergent Themes 
 
Broad Emergent Themes 
1 Met with various student groups and leaders; 
notified Racial Incidents Team 
Coordinator or facilitator of 
university actions; Provide 
support to students 
   
2 Brought students together; facilitation with staff; 
represented the university at community 
meetings; advised the president 
Bring student groups together; 
Advising the president 
   
3 Met with students; contacted president; brought 
student groups together 
 
   
4 Coordinated bringing students together; 
supported students 
 
   
5 Convened group to review incident; letter to 
students 
 
   
6 Met with students, facilitated discussions with 
students and faculty 
 
   
7 Wrote draft letter for president; moderated and 
organized forum; advised president; fielded 
phone calls; campus spokesperson 
 
   
8 Met with perpetrators; coordinated open forum; 
co-chaired committee to review general 
education requirements 
 
   
9 Show leadership by emphasizing importance of 
issue; facilitated communication among affected 
groups 
 
   
10 Went to hospital with victim; facilitated review 
of election procedures 
 
   
11 Notified the president  
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Table 31.  Cross-Case Analysis—Addressing the Incident:  Role of President. 
 
CSAO/ 
Institution # 
Role of President—Within Case 
Analysis Emergent Themes 
 
Broad Emergent Themes 
1 Not mentioned by CSAO Attend large university event 
related to incident 
   
2 Spoke with students  
   
3 Met with students Letter to campus community 
   
4 Attended rally  
   
5 Wrote letter to campus community  
   
6 Gave State of Diversity report  
   
7 Wrote letter to campus community; gave 
speech at open forum 
 
   
8 Wanted to sanction students, but heeded advice 
of CSAO 
 
   
9 Not mentioned by CSAO  
   
10 Not mentioned by CSAO  
   
11 Supported CSAO decisions  
 
 
 
 
Table 32.  Cross-Case Analysis—Addressing the Incident:  Other Staff Involved. 
 
CSAO/ 
Institution 
# 
 
Other staff involved—Within Case Analysis 
Emergent Themes 
 
Broad Emergent 
Themes 
1 Public Safety Dean of Students 
Public Safety 
   
2 Counseling Center, Intercultural Center, Dean of 
Students 
Counseling Center 
Director of Diversity 
   
3 Director of Student Activities; Director of Social 
Equity; Director of Diversity 
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Table 32.  Cross-Case Analysis—Addressing the Incident:  Other Staff Involved. 
(continued) 
 
CSAO/ 
Institution 
# 
 
Other staff involved—Within Case Analysis 
Emergent Themes 
 
Broad Emergent 
Themes 
4 Director of African American Studies; Dean of 
Students; Police Services 
 
   
5 Residence Life Staff, Chief Diversity Officer, Director 
of Minority Affairs; Legal Affairs; Counseling Center, 
Human Resources; Director of Housing 
 
   
6 Dean of Students  
   
7 Dean of Students, Asst. Dean of Students, Director of 
Counseling 
 
   
8 VP-Diversity; Chair of Faculty  
   
9 Dean of Students, Director of Housing  
   
10 Campus Police  
   
11 Greek Life Staff  
 
 
public because the group had not technically broken any rules.  In addition, the case that 
involved the delivery of federal mail was allowed to continue since by law the delivery 
could not be halted.  However, students were alerted to the nature of the letter.  
There were several themes that emerged regarding campus events and actions 
undertaken in order to address the incidents on the various campuses.  The most common 
events held were those in which large diverse groups were brought together to discuss the 
incident in the form of a march, forum, or town hall meeting.  Another theme that 
emerged was the CSAOs meeting with the students responsible for the incidents, as well 
as small groups of those students most impacted by the incident.  An additional emergent 
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theme involved employing the tactic of bringing the perpetrators and victims together to 
discuss the incident and share feelings and concerns.  A theme regarding the outcome of 
the various events was students forming coalitions across group lines to work together on 
future programs and events.  An additional theme, which emerged related to the outcome 
of the event, was that the perpetrator made a public apology. Also, the outcome for two 
of the institutions was expediting their search for a Chief Diversity Officer.  Individual 
institutions made specific interventions which involved the changing of a process, such 
as, the changing of language on the admissions form; changing the diversity general 
education requirement; and changing of procedures to recognize student groups.  
 
Addressing the Incident—Role of CSAO 
 
 Table 30 is a summary of the role the CSAO played in addressing the incident on 
their campuses.  There were several themes that emerged associated with the role of the 
CSAO in addressing incidents.  The most prominent role of the CSAO was serving as the 
coordinator or facilitator of the actions and activities the university was engaged in to 
address the incident.  Also, an important role for the CSAO was providing support to 
students and bringing students together to discuss the incident.  Several of the CSAOs 
reported advising the president on what his/her actions should be regarding the incident.  
CSAOs gave suggestions to the president on how to best communicate with students as 
well as the content of letters to campus community.  
 
 
 
 
 
 122 
Addressing the Incident—Role of President 
 
 Table 31 summarizes the roles and actions of the president of the university in 
addressing the incident.  The emergent theme regarding the role of the president was to 
make himself/herself available to the campus community.  In four of the cases, the 
president attended, and sometimes spoke, at the campus wide events. In two of the cases 
the president wrote a letter to the campus community expressing his outrage and defining 
the university’s position on the incident.  
 
Addressing the Incident—Other Staff involved 
 
 Table 32 lists the other staff who were involved in addressing the incident on the 
campus.  In addition to the CSAO, the other staff member most involved in addressing 
the incident was the Dean of Students.  Six of the eleven cases indicated that the Dean of 
Students had a prominent role in addressing the incident.  Three of the eleven cases 
involved the Residence Life Staff.  Three of the eleven cases involved Public Safety, 
Counseling Center, and Director of Diversity.  
 
Reflections for Handling Future Incidents Differently 
 
 Table 33 is a summary of the CSAOs’ reflections for handling future events 
differently.  The general sentiment that emerged regarding what could be done differently 
was satisfaction with how the incident was handled.  While most CSAOs felt satisfied 
overall with how the incident was addressed, several pointed to specific actions they wish 
they had undertaken to facilitate a smoother process.  
 
 123 
Table 33.  Cross-Case Analysis—Reflections for Handling Future Incidents Differently. 
 
CSAO/ 
Institution 
# 
Reflections for Handling Future 
Incidents Differently – Within Case 
Analysis Emergent Themes 
Broad Emergent Themes 
1 Nothing, mechanisms in place Incidents handled appropriately 
   
2 Ask president to come to forum; encouraged 
Chief Diversity Officer search process to move 
faster 
 
   
3 Nothing, but would like to find a way to sustain 
the dialogue 
 
   
4 Would like to find a way to annualize  
   
5 Would like to have had a more organized process  
   
6 Nothing, liked not having process be organic  
   
7 Pay more attention to perpetrators needs  
   
8 Choose more skilled moderator  
   
9 Campus needs to implement proactive measures  
   
10 Nothing, not because all was done right, but no 
one has all the right answers 
 
   
11 Nothing, feel incident was handled appropriately  
 
 
Policies/Procedures References 
 
 Table 34 lists the new and existing policies and procedures utilized to address the 
incident.  The emergent theme with regard to new policies and procedures was the 
development of a system to enable students to report incidents of racial insensitivity.  
Three of the eleven institutions developed online reporting systems.  In addition, several 
campuses developed statements and recommendations regarding campus civility and 
diversity.  Finally, two of the campuses instituted diversity awareness training programs. 
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Table 34.  Cross-Case Analysis—New and Existing Policies and Procedures. 
 
CSAO/ 
Institution 
# 
 
New/Existing Policies and Procedures 
Within Case Emergent Themes 
 
 
Broad Emergent Themes 
1 Racial Awareness Program  
Just Community 
Mechanism to report incidents of 
racial insensitivity 
   
2 Student Conduct Code Values statement related to civility 
and diversity 
   
3 Core Values, Code of Civility  Diversity training 
   
4 Affirmative Action Handbook  
   
5 BART (Bias Assessment and Response Team)  
   
6 Bias Incident Reporting, TEAM 
Recommendations 
 
   
7 University Core Values; Pledge of Civility, 
Integrity, Diversity  
 
   
8 None, reviewed free speech and hate crime 
statutes 
 
   
9 None mentioned  
   
10 Just Report It  
   
11 Student Organization Registration  
 
 
Change in Campus Climate 
 
 Table 35 is a summary of the campus climate changes.  The major theme that 
emerged regarding the change in campus climate was one of reconciliation and a new 
level of understanding.  In addition, campuses expressed a heightened sensitivity to and 
unwillingness to accept inappropriate behavior.  
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Table 35.  Cross-Case Analysis—Change in Campus Climate. 
 
CSAO/ 
Institution # 
Change in Campus Climate—Within Case 
Analysis Emergent Themes 
Broad Emergent 
Themes 
1 Black students more engaged and satisfied Reconciliation 
New learning, 
   
2 Some level of reconciliation, some mistrust Greater understanding 
Heightened sensitivity  
   
3 Emotions stirred; tremendous learning; groups in 
opposition came together 
Unwillingness to accept 
inappropriate behavior  
   
4 New level of understanding about bigotry with own 
group and towards others; new standard of behavior 
 
   
5 Recommitment from housing to report incidents; 
Proactive stance to address issues 
 
   
6 Leadership more confident in addressing incidents  
   
7 Catharsis; reconciliation; atmosphere of trust  
   
8 Incident became rallying cry not to repeat incident 
which has left a legacy of embarrassment; heightened 
sensitivity to inappropriate behavior 
 
   
9 -  
   
10 Talk about incidents more; work together to address 
issues and not ostracize one another 
 
   
11 More unwilling to put up with incidents of racial 
insensitivity 
 
 
 
Leadership Suggestions 
 
 Table 36 lists a summary of the CSAOs suggestions with regard to leadership.  
Two major themes emerged with regard to suggestions for leadership:  the need for 
CSAOs and other leaders to act quickly to address the incident and to speak out 
immediately about the university position on the incident.  Another theme which emerged  
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Table 36.  Cross-Case Analysis—Leadership Suggestions. 
 
 
CSAO/ 
Institution # 
 
Addressing the incident 
Within Case Analysis Emergent Themes 
 
Broad Emergent 
Themes 
1 Speak out immediately; express outrage; be clear about 
institution’s values for non-tolerance  
Speak out immediately 
Act quickly 
Self-Awareness 
Pursue ongoing 
education 
   
2 Be visible; stay on top of issues  
   
3 Training help one becomes a visionary; sustain 
dialogue; build relationships; acknowledge when you 
have benefited from a power system; don’t live in the 
past 
 
   
4 Learn about diversity  
   
5 Make sure appropriate funding is in place  
   
6 Have process for supporting your campus ethos of 
being caring and responsive and supportive of core 
values related to diversity 
 
   
7 Act quickly; be honest about how you feel if there is 
not a policy violation; prepare for e-mail onslaught 
 
   
8 Educate senior leadership on technical aspects of 
expressive behavior 
 
   
9 Be as sensitive as possible; know important players on 
campus; have conversations all along about diversity; 
ongoing education 
 
   
10 Treat each case with care; do not make promises you 
cannot keep; talk about incidents; manage the process 
 
   
11 Address incidents as they happen; be sensitive to lack 
of diversity awareness of students; be sensitive to what 
is happening around the country 
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was the need for the CSAO and other leaders to acknowledge their own sense of self with 
regard to multicultural issues and to pursue ongoing learning about diversity.  
 
Policy Suggestions 
 
 Table 37 lists the policy suggestions made by CSAOs.  The major theme with 
regard to policy was that very few of the CSAOs offered any suggestions with regard to 
policy.  Most CSAOs felt it was difficult to have policies to address incidents of racial 
insensitivity.  Thus, another theme that emerged was the need for CSAOs to have a clear 
understanding of the policies and guidelines related to free speech.  
 
Table 37.  Cross-Case Analysis—Policy Suggestions. 
 
CSAO/ 
Institution 
# 
Policy Suggestions—Within Case Analysis Emergent 
Themes 
Broad Emergent 
Themes 
1 None No suggestions 
   
2 Clear policies regarding free speech Clear understanding 
of free speech issues 
   
3 Have clear understanding of policies regarding free speech  
   
4 None  
   
5 Have formal, coordinated process  
   
6 Difficult to have policies for addressing incidents  
   
7 -  
   
8 Educate on the technical aspects of expressive behavior and 
free speech 
 
   
9 None  
   
10 None  
   
11 None  
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Connections to the Theoretical Framework 
 
 Table 38 displays the theoretical constructs and corresponding emergent themes.  
The emergent themes from the cross-case analysis are matched to the various dimensions 
of the theoretical framework. 
Multicultural Competence—Multicultural competence was defined as the 
“awareness, knowledge, and skills necessary to work effectively and ethically across 
cultural differences” (Pope et al., 2004, p. 270).  Emergent themes related to multicultural 
competence involved the perpetrators’ lack of multicultural competence which was 
evidenced by their lack of sensitivity and minimal contact with African-Americans.  As a 
result of addressing the incidents, the CSAOs developed increased sensitivity to offensive 
incidents and gained a greater understanding about themselves and others.  An important 
outcome for several campuses was the design and implementation of a mechanism to 
report incidents. 
 Theory and Translation—Theory and translation involved CSAOs and other 
student affairs professionals’ ability to understand and apply student affairs theory. 
CSAOs’ knowledge of student development theory, assisted them in relating to students 
and helping to build bridges across racial and other differences.  The CSAOs’ knowledge 
of diversity and multicultural theory was useful in helping the institutions create and 
refine diversity statements. 
 Administration and Leadership—CSAOs used administration and leadership 
skills to address specific multicultural issues.  The CSAOs used this skill most often in 
addressing the incident, including coordinating events on campus, dealing with the  
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Table 38.  Connection of Theoretical Constructs to Cross-Case Emergent Themes. 
 
Theoretical 
Constructs 
Construct Description Emerging Themes from 
Cross-Case Analysis 
Multicultural 
competence 
Awareness, Knowledge, and Skills Lack of multicultural 
Competence (28) 
Lack of Sensitivity (28) 
Minimal contact with 
African Americans (28) 
Mechanism to Report 
Incidents (34) 
Heightened Sensitivity (35) 
New Learning, greater 
understanding (35) 
   
Theory and 
Translation 
Knowledge and understanding of 
various student affairs theories 
Incidents happening in 
larger society (28) 
Changing of process related 
to the incident (29) 
Values statement related to 
civility and diversity (34) 
   
Administration 
and Leadership 
Common tasks in administrative 
positions 
Pressure from outside (27) 
Dealing with media (27) 
Internet used (27) 
Removal of Posters (29) 
Coordinator/Facilitator of 
University actions (30) 
Advising the president (30) 
Attend large university 
events (31) 
Letter to campus 
community (31) 
Speak out immediately (36) 
Act quickly (36) 
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Table 38.  Connection of Theoretical Constructs to Cross-Case Emergent Themes. 
(continued) 
 
Theoretical 
Constructs 
Construct Description Emerging Themes from 
Cross-Case Analysis 
Helping and 
Advising 
Counseling components, 
communication skills, crisis 
intervention, conflict management 
Student Perpetrators (27) 
Bring opposing groups 
together (29) 
Meet with students 
individually (29) 
Public apology (29) 
Provide support to students 
(29) 
Bring groups together (30) 
Working with colleagues 
(32) 
   
Assessment and 
Research 
Self-Studies, Program Evaluations 
and Campus Assessments 
Mechanism to Report 
Incidents (34) 
Changing of process related 
to the incident (29) 
   
Ethics and 
Professional 
standards 
Knowledge of ethical standards and 
legal implications 
Incidents based on 
language and behaviors 
(26) 
Free speech issues (27) 
Pressure from outside (27) 
Clear understanding of free 
speech (37) 
   
Teaching and 
Training 
Formal class room and workshops, 
staff development and training  
Student Perpetrators (27) 
Large group event (29) 
New learning, greater 
understanding (29) 
Pursue ongoing learning 
(36) 
 
 
media, and handling demands from various sources to find an appropriate action against 
the perpetrators.  CSAO also demonstrated leadership skills in advising the president, 
attending, and sometimes participating in large group events sponsored by the campus. 
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 Helping and Advising—Helping and advising, is central to the history, goals, and 
responsibilities of student affairs work.  The CSAOs’ helping and advising skills were 
instrumental in CSAOs’ efforts to bring opposing groups together, as well as meeting 
with students individually to provide needed support.  In addition, the CSAO collaborated 
with other colleagues to address the incidents.  
 Assessment and Research—The CSAOs were made aware of their own 
assumptions and expectations, thus enhancing their cultural sensitivity in research efforts.  
Their increased sensitivity skills were helpful in CSAOs investigation of the various 
incidents.  
 Ethics and Professional Standards—Ethics and professional standards involved 
CSAOs’ ability to influence student values and help the campus community uphold 
principles of justice and personal dignity.  The CSAOs were challenged with 
understanding the many facets of free speech codes and being able to communicate the 
nuances of free speech to the campus community.  The CSAO had to make ethical 
decisions when challenged with not sanctioning students for unsavory speech, especially 
when the decision could be unpopular or counter to a university’s stance on valuing 
diversity. 
 Teaching and Training—The teaching and training competence defined by Pope 
et al. suggested that the multiculturally sensitive CSAO was one who made an intentional 
effort to transform course designs, assignments and evaluations such that educational 
interventions are more accurate and relevant to the student in question.  The incidents 
provided the CSAOs with an opportunity for diversity training workshops, discussion, 
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and forums that could lead to greater understanding.  There was a clear indication from 
the CSAOs that they benefitted from their prior training and understood the benefits of 
making a lifelong commitment to diversity. 
 
Chapter Summary 
 
 The purpose of this chapter was to present the findings from the within-case 
analyses and cross-case analysis.  The within-case analyses consists of summaries of the 
incidents organized by the sub-headings connected to the interview questions.  The cross-
case analysis included a discussion of the themes that emerged from the eleven cases. In 
addition, the emergent themes connected to the theoretical framework were presented. 
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CHAPTER V 
 
SUMMARY, CONCLUSIONS, AND RECOMMENDATIONS 
 
 
 The purpose of this chapter is to present a summary of the findings and 
conclusions from the study which examined the experiences of CSAOs in addressing 
incidents of racial insensitivity on their college and university campuses.  The chapter 
contains six sections.  The first section is a brief summary of the themes that emerged 
from the cross-case analyses.  These themes are representative of the characteristics of 
the incident; factors and conditions which led to the incident; how the incidents were 
addressed; reflections for handling future incidents; new and existing policies and 
procedures; and suggestions from the CSAOs regarding leadership and policy.  The 
second section highlights the major themes that emerged from the study.  The third 
section contains a discussion of the conclusions and their connection to the theoretical 
framework.  The fourth section contains general recommendations with regard to policy, 
training, leadership and practice.  The fifth section presents the limitations of the study. 
In the sixth and final section, recommendations for future research are presented.  
 
Summary of Major Findings 
 
 This section summarizes the findings that emerged from the cross-case analysis, 
which examined the CSAOs’ experiences in addressing incidents of racial insensitivity 
on their campuses.  The grand tour research question explored how the CSAOs described 
their experiences in addressing incidents of racial insensitivity, including the 
characteristics of each incident; the factors and conditions which led to each incident; 
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how each incident was addressed; and the role of the CSAO, the university president, and 
other campus officials involved in addressing the incident.  In addition, the study 
explored the new and existing policies and procedures that were referenced by the CSAO, 
as well as the impact that each event had on the status of the climate of the affected.  
Finally, CSAOs’ suggestions with regard to leadership and policy were explored.  
 
Emergent Theme:  Characteristics of Incident 
 
 The theme that emerged regarding the characteristics of the incidents was that 
cases involved student perpetrators who either expressed themselves with language that 
was considered racially offensive or who participated in behaviors that were not 
reflective of those who value diversity.  Hence, the CSAOs often had to revisit and/or 
reeducate themselves and the campus community about the limits and boundaries of free 
speech and expression.  In addition, the pressures or expectations that some action would 
be taken to address the issue was evident in multiple cases.  These pressures came from 
both the students who were considered the victims as well as from the campus 
community and the local community.  
 
Emergent Theme:  Factors and Conditions 
 
 With regard to factors and conditions that led to the incident, the emergent theme 
was that in most cases, the perpetrators were deficient in their level of multicultural 
awareness, knowledge and skills.  This lack of multicultural competence was made 
evident by the perpetrators’ insensitivity and misunderstanding of different cultures as 
well as stereotypical behaviors. In addition, several of the incidents experienced by the 
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CSAOs and their campuses were influenced by events that were occurring nationally.  In 
addition, many of the incidents were not unique to the campuses on which they occurred, 
but occurred in similar ways on other campuses. 
 
Emergent Theme:  Campus Events and Actions 
 
 As for the campus events and actions intended to address these incidents of racial 
insensitivity, the emergent theme was one of putting into place a mechanism to bring 
students together to discuss the incidents.  Small group meetings of those students 
directly involved in each incident were brought together.  Larger events that were open to 
a wider campus community, such as open forums, town meetings, and campus panels, 
were also held.  Another large group event held was a march, which included the reading 
of a resolution that outlined the manner in which the campus would move forward.  
Several of these events resulted in the offer of an apology by the perpetrators.  In 
addition, several groups of students who were originally on different sides of an issue 
made plans to work together on some future event or program.  Other outcomes included 
changes in processes or procedures that aimed at eliminating problems that came to light 
as a result of the incident.  Overall, an engagement in dialogue seemed to be an obvious 
and consistent response to the incidents of racial insensitivity on campuses. 
 
Emergent Theme:  Role of CSAO, President and Other Staff 
 
 The CSAO’s primary role as facilitator and coordinator of campus efforts to 
address the incidents of racial insensitivity emerged as a theme in this category.  The 
CSAO was the central figure in bringing student groups together for dialogue, 
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coordinating events, and communicating with the administration and the media.  The 
CSAO played a vital role in advising the president, from suggesting ways in which to 
frame remarks to the campus community, to writing drafts of letters which the president 
would send to the campus community. 
 In multiple cases the role of the president was to make himself/herself available to 
the campus community to attend forums and other events.  The president was called upon 
to meet with students, as well as make remarks and write letters to the campus 
community as the voice of the university. 
 
Emergent Theme:  Reflections for Handling Future Incidents Differently 
 
 No theme emerged from the CSAOs’ reflections on how they would handle future 
events because most CSAOs felt that they had addressed the incidents successfully.  
While the CSAOs felt overall that the incidents had been handled successfully, some 
CSAOs mentioned specific aspects that could have been changed to obtain the expected 
outcomes.  
 
Emergent Theme:  Policy/Procedure References 
 
 Several of the institutions already had policies and processes in place that aided in 
the campuses addressing the incidents of racial insensitivity effectively.  Some 
institutions did not have specific policies for addressing incidents of racial insensitivity, 
but relied on the student conduct code.  Several of the new procedures promulgated 
involved the creation of a mechanism for students to report incidents.  Most of these new 
procedures included a web-based reporting system. In addition, colleges and universities 
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developed statements and recommendations with regard to diversity on campus.  In 
addition, some campuses instituted diversity awareness and training programs.  
 
Emergent Theme:  Campus Climate 
 
 The emergent theme with regard to campus climate was an overall increased level 
of understanding about diversity and multicultural issues.  Most CSAOs felt that the 
incidents provided opportunities to educate the campus community and to improve 
relationships among students, as well as to tweak existing policies and procedures. 
 
Emergent Theme:  Leadership Suggestions 
 
 Overall, the suggestion for leaders in addressing incidents of racial insensitivity 
was that leaders should act quickly and speak out passionately about how the behaviors 
of the perpetrators were inconsistent with campus values.  Another theme that emerged 
regarding diversity leadership was that the CSAO and other leaders should pay attention 
to their own growth and development as they pertain to diversity. 
 
Emergent Theme:  Policy Suggestions 
 
 The CSAOs had very few suggestions with regard to policy.  Several of the 
CSAOs voiced their concerns about the difficulties in developing a policy to address 
incidents of racial insensitivity.  The participants indicated that challenges existed in 
appropriately interpreting free speech and expression protections.  The CSAOs and their 
institutions were challenged with balancing the First Amendment right to free speech 
with university standards for valuing diversity and creating harmonious communities.  
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Discussion 
 
 Overall, five major themes emerged from the findings of the research study. 
 
Major Emergent Theme 1:  CSAOs need multicultural competence in order to 
address various types of incidents of racial insensitivity. 
 
 As shown in this study and in national data, a racially insensitive incident can take 
on many forms (US Department of Justice, 2001).  The incidents may involve hurtful or 
offensive language and/or behavior.  The present study revealed that the CSAOs 
recognized the need to make a lifelong commitment to diversity and multicultural 
learning in order to be more effective in addressing incidents of racial insensitivity.  The 
CSAOs in the present study had obtained skills in formal settings as well as in developing 
relationships with people from different backgrounds.  The CSAO provided vision and 
served as a role model for staff and students in how to address incidents of racial 
insensitivity. Pope et al. (2004) stressed the importance of multicultural competence 
being infused into all the other aspects of student affairs leadership competencies.  
 
Major Emergent Theme 2:  The CSAO must understand the law and legal 
precedents regarding the right to free speech and expression.  
 
 
 Many of the cases in the present study involved the complex issue of free speech.  
As indicated by the study, administrators and students do not fully understand the 
protections provided by the First Amendment right to free speech and expression.  
CSAOs must have a clear understanding of the legal and ethical issues surrounding free 
speech and expression so that they can adequately explain it to constituents, especially 
those who are advocating for some action on the part of the university.  CSAOs must be 
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able to protect the rights of those who may use offensive language, while at the same 
time communicating that the university does not tolerate acts of hate or discrimination. 
 Many faculty, staff, and students feel that free speech should be critical to the 
pursuit of knowledge and truth and should be protected even when a person expresses 
himself in a manner that is inconsistent with a campus that celebrates diversity.  
Conversely, some feel that colleges should attempt to regulate free speech in order ensure 
that the harmonious campus climate is obtained.  
 
Major Emergent Theme 3:  The CSAOs must be able to facilitate dialogue among 
opposing groups. 
 
 
 The present study revealed that the primary role of the CSAO was to bring groups 
together to facilitate dialogue about the incidents of racial insensitivity.  The CSAO needs 
to be adept in managing heated conversations.  As shown in this study, the outcomes of 
the dialogues can have a tremendous impact on campus climate.  An important aspect of 
a multicultural organization is maintaining an open, supportive, and responsive 
environment through dialogue. 
 
Major Emergent Theme 4:  The CSAO must collaborate with other professional 
staff to address incidents of racial insensitivity. 
  
 
This study revealed that most CSAOs sought out the assistance of other 
colleagues in addressing the incidents.  Many times the collaboration was across gender 
and racial lines in order to have a breadth of experience on the response team.  In 
addition, the CSAO was called on to advise the university president on how to properly 
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respond to the incident.  In the area of communication, the two most important skills 
were maintaining an open line of communication and briefing the president about 
incidents.  
 
Major Emergent Theme 5:  The CSAOs, along with other administrators, should 
develop policies and procedures that facilitate the creation of a harmonious 
campus climate.  
 
 
 The CSAO and other administrators should review the student conduct code to 
determine if the code adequately addresses incidents of racial insensitivity and 
specifically promotes a harmonious campus climate.  Upon review of the codes, CSAOs 
can determine if additional proactive measures are needed.  Proactive measures could 
include diversity training sessions for freshmen in which campus diversity expectations 
are covered.  Students could also be required to repeat aloud or sign a pledge during 
orientation.  To facilitate expediency in addressing issues, an online reporting system 
could be developed so that victims may report incidents.  Finally, a response team made 
up of faculty, staff, and students could be established to develop a university’s response 
to the incident. 
In general, based on responses from the study, policy initiatives were not 
presented that were directly related to racial climate. The present study is consistent with 
findings that have indicated a void of policy initiatives related to racial climate.  
 
Discussion Linked to Theoretical Framework 
 
 The theoretical framework utilized for the study was the dynamic model of 
student affairs competence developed by Pope et al. in 2004.  The authors outlined seven 
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areas in which student affairs professionals should gain knowledge and skills.  Those 
areas are multicultural competence, theory and translation, administration and leadership, 
helping and advising, assessment and research, ethical and professional standards, and 
teaching and advising.  Each of the areas was reviewed with respect to the findings of this 
study. 
The authors indicated that “the goal of multicultural competence was to create a 
more welcoming and affirming campus for all students by developing more relevant, 
meaningful, and culturally appropriate services” (Pope et al., 2004, p. 27).  The present 
study revealed that, indeed, the incidents created an opportunity for CSAOs to hone their 
multicultural awareness, knowledge, and skills.  Many of the CSAOs experienced greater 
self-awareness.  Many gained increased knowledge about themselves and other diverse 
groups and utilized this awareness and knowledge to develop their skills for 
communicating and leading in a diverse environment.  While most CSAOs would not 
wish for such incidents to occur on their campuses, the incidents provided the impetus for 
development of new programs and services to better serve not only students of color, but 
also the entire campus community. 
In the area of theory and translation, Pope et al. (2004) indicated that a 
multiculturally competent professional understands the centrality and importance of 
theory and commits himself to lifelong learning about multicultural issues.  In this study, 
CSAOs responded to the incidents by drawing on their own experiences with different 
cultures.  While some CSAOs mentioned specific training and courses they had 
participated in, most shared that their diversity education was obtained on the job and 
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from various experiences in higher education with diverse groups of students and 
colleagues.  The CSAOs exhibited their flexibility and creativity by addressing the 
incidents in a variety of ways.  In addition, adjustments were made when necessary to 
make interventions more effective.  
 In the area of administration and leadership, Pope et al. (2004) described the 
multiculturally competent professional as someone who is able to utilize his/her own 
enhanced knowledge and skills to create systemic change in colleges and universities.  
The CSAO and other student affairs professionals who are multiculturally competent are 
adept at building relationships across group lines, and empowered to address group 
conflict.  Each of the CSAOs realized that in order for the incidents to be appropriately 
addressed, they must involve others in the planning and decision making process.  
CSAOs often called upon the Dean of Students, campus police, diversity officers, and 
other student affairs professionals for their input on how best to address the incident.  No 
CSAO worked in isolation, but instead took advantage of the relationships already 
established with other colleagues on campus.  The CSAOs’ leadership efforts, along with 
the efforts of their colleagues, often led to systemic change.  
With regard to helping and advising Pope et al. (2004) described the 
multiculturally competent professional as one who understands how their communication 
style is influenced by their upbringing and life experiences.  In addition, the 
multiculturally competent CSAO also seeks relationships with those who are different in 
order to increase his/her own levels of multicultural competence.  The skill of helping 
and advising was critical in addressing the incidents.  Often the incidents involved a 
 143 
White CSAO having to communicate effectively with students of color.  Similarly, 
African American CSAOs had to manage the incidents on predominately White 
campuses.  Many of the African American CSAOs mentioned the partnerships formed 
with their White or Hispanic colleagues.  These colleagues offered support in creating a 
united front, which aided in providing effective responses to the incident.  
 In assessment and research Pope et al. (2004) recognized that the multiculturally 
skilled CSAO conducts research to validate the support of campus diversity initiatives.  
The most effective projects are configured such that the research design and the 
instrument allow for inclusive data collection.  Because of the increased understanding of 
various cultures, the qualitative researcher is better able to build the trust and rapport 
needed to obtain the data necessary to make richer interpretations.  While the area of 
assessment and research was not fully addressed in the study, the researcher feels that the 
CSAOs would be more sensitive to issues of inclusion and representation after having 
addressed an incident of racial insensitivity. 
 With respect to ethical and professional standards, multiculturally competent 
leaders such as the CSAO would be more aware of any inequities of race, gender, social 
class, or sexual orientation.  These leaders would be able to embrace multiple values and 
belief systems, thus making them a catalyst for growth and change that are needed as a 
campus becomes more diverse (Pope et al., 2004).  As a result of the incident, the CSAO 
learned firsthand about the inequities of race.  The incident also heightened the CSAOs’ 
sense of personal awareness of their opinion on certain issues.  Even though the 
expression of the perpetrators was not consistent with the expressions of an individual 
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seeking to promote a harmonious campus environment, the CSAO was charged with 
upholding the rights of the perpetrators.  In one of the cases, the president and other 
faculty members were willing to risk being sued in order to sanction a perpetrator.  After 
some intense discussion, the CSAO was able to convince his colleagues not to sanction 
the perpetrator. 
Finally, in the area of teaching and training, Pope et al. (2004) described the 
multiculturally sensitive CSAO as one who makes an intentional effort to transform 
course designs, assignments and evaluations such that educational interventions are more 
accurate and relevant.  In addition, the professional is sensitive to the impact of cultural 
assumptions and life experiences.  The study revealed several opportunities for CSAOs to 
demonstrate teaching and training skills they had previously obtained through various 
workshops, trainings, and forums designed to address various incidents of racial 
insensitivity.  In addition, the CSAOs were leaders in helping their campuses craft 
diversity statements and revise curriculums to include a diversity course requirement.  
 
Limitations of the Study 
 
The study was limited by the focus of the experiences of one professional, the 
CSAO.  The participants who participated in the study were CSAOs who self selected 
from a sample of 80.  Although the intention was for each interview to last approximately 
one hour, the average time for the interview was about 30 minutes, thus limiting the time 
in the field.  In addition, member checking was limited by two of the eleven participants 
who were not available for review of the respective case summary.  A final limitation of 
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the study is that the individual cases, which were highly publicized in the media, may 
lead to the identification of the institution and thus the identity of the CSAO. 
 
General Recommendations 
 
The general recommendations of the study are offered to assist campuses in 
preparing for and addressing incidents of racial insensitivity.  The recommendations 
represent best practices gleaned from the eleven cases.  As indicated by the literature 
reviewed in the study, incidents of racial insensitivity are prevalent on college and 
university campuses.  While incidents cannot be prevented, campuses can take proactive 
measures that will lessen the negative impact of an incident.  When an incident of racial 
insensitivity does occur, and the incident is properly addressed, relationships across 
group lines can be strengthened, thus improving campus climate.  Recommendations are 
offered in four areas:  policy, training, leadership, and practice. 
 
Recommendation for Policy  
 
The primary recommendation with regard to policy as a result of this study is that 
colleges and universities should undertake the difficult task of developing policies and 
procedures to ensure a harmonious campus climate.  However, the policy should be 
developed such that it does not infringe upon an individual’s right to free speech and 
expression.  The University has to be able to protect the right of free speech while 
simultaneously promoting a harmonious campus climate.  An additional consideration 
when developing policies and procedures is a 2007 court ruling also which enjoins 
universities from basing disciplinary actions on certain provisions of the student conduct 
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code that require students behavior to be consistent with the diversity goals of the 
university. 
 
Recommendations for Training 
 
The study clearly indicated that the CSAO should make a commitment to lifelong 
learning about diversity and participate in ongoing diversity training and self reflection.  
Participation in formal training, as well as informal discussions will help to increase 
CSAOs’ level of multicultural awareness, knowledge and skill. In addition, institutions 
should provide appropriate diversity training for students. 
 
Recommendations for Leadership 
  
This study indicated two important recommendations with regard to leadership.  
First, the CSAO should be prepared to coordinate the campus response to incidents of 
racial insensitivity.  The CSAO must not only bring student groups together, but also 
collaborate with colleagues, address concerns from those outside the university, and 
effectively manage the media.  The second recommendation with regard to the CSAO’s 
leadership is that the CSAO appropriately advise the president on his role in addressing 
the incident. 
 
Recommendations for Practice 
 
  There are two major recommendations from this study in the area of student 
affairs practice.  These are proactive measures that could be implemented to prepare for 
incidents of racial insensitivity.  First, campuses should develop some way of 
communicating the university’s commitment to diversity to students.  New students 
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should learn from the beginning of their college career that they can play an active role in 
helping to create a harmonious campus environment.  A best practice identified from the 
study is requiring new students to repeat a pledge aloud or to sign a document indicating 
their commitment to the campus diversity plan.  
Second, the university should develop an online reporting system supported by an 
incident response team composed of faculty, staff and students.  The response team 
should be lead by the CSAO or other senior level administrator.  Actions for the response 
team include:   
 
1. Designate the CSAO or other campus official to meet with groups directly 
impacted; 
 
2. Bring opposing groups together for discussion; 
 
3. Inform the president of the incident and discuss his role in the campus action; 
 
4. Develop appropriate event(s) for the wider campus community 
 
 
Recommendations for Future Research 
 
 The following recommendations for future research emerged from this study of 
CSAOs’ experiences in addressing incidents of racial insensitivity on their respective 
campuses: 
 
1. This study only interviewed one campus official.  Future research could 
include interviews with others who were involved in addressing the incident.  
 
2. All of the cases involved four-year public institutions.  Further research is 
needed to examine these same types of issues at private institutions and two-
year colleges.  
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3. This study only examined one type of incident—those that were racially 
insensitive.  Further study of other types of incidents related to religion, sexual 
orientation, etc. would add to the research base. 
 
4. Other research designs are also recommended for future studies.  Such designs 
may include quantitative research focused on perspectives of students and/or 
faculty. 
 
 
Summary 
 
 The chapter also highlighted the themes which emerged from the within case 
analyses and cross-case analysis.  Additionally, the major findings associated with the 
theoretical framework were presented.  Finally, the limitations of the study, and 
recommendations for ways in which campuses should prepare for and address incidents 
of racial insensitivity were presented along with suggestions for future research. 
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Appendix A 
 
Participant Request for Participation/Informed Consent 
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Dear Chief Student Affairs Officer, 
 
I am a Ph. D. candidate in the Educational Leadership Program at Clemson University and I am requesting 
your assistance with my dissertation research.  I am seeking the participation of Chief Student Affairs 
Officers (CSAOs) on campuses that have had publicized incidents of racial insensitivity in the past five 
years. 
 
The purpose of this study is to examine the experiences of CSAOs in addressing incidents of racial 
insensitivity on their respective campuses.  I hope to examine how the incidents were addressed and to 
obtain information regarding the development of new policies, procedures, or guidelines.  Finally, I hope to 
find out what CSAOs offer as suggestions on how colleges should best address incidents of racial 
insensitivity in the future. 
 
I am seeking volunteers to participate in the study.  If you are willing to participate, please reply to this 
message within two weeks from the date of this e-mail.  Please let me know the telephone number to use 
for the call and the best times for me to call (date and time) to schedule your interview. 
 
The participants will be asked to participate in a telephone interview that will last approximately one hour. 
The interview will be audio recorded and transcribed for data analysis.  The co-investigator and dissertation 
chair are the only individuals who will have access to the recordings.  You will be asked to review any 
information you share for accuracy. 
 
This study will be beneficial to the academic community and will provide a better understanding of how 
campus leaders can address incidents of racial insensitivity.  The information gleaned may also provide 
information that will be useful in the education and training of aspiring student affairs officers. 
 
The level of risk or discomfort associated with participation in this interview should not exceed that 
experienced in normal daily activities.  Some participants may experience self-reflection about issues 
related to the racial incidents on campus. 
 
All information is being collected with complete confidentiality.  Results will be reported as a whole and 
will not identify any of the data by individual name or institution.  All responses will be kept confidential. 
 
Your participation in this research study is voluntary.  You may choose not to participate and you may 
withdraw your consent to participate at any time.  You will not be penalized in any way should you decide 
not to participate or to withdraw from this study. 
 
If you have any questions, comments or concerns about the study, please do not hesitate to contact me.  
 
I can be reached at Furman University, Department of Multicultural Affairs, 3300 Poinsett Highway, 
Greenville, 29613, by phone 864-294-3104, or e-mail, idella.glenn@furman.edu.  The Principal 
Investigator on this student research study is Dr. Frankie Keels Williams, who can be reached by phone at 
864-656-1491, or e-mail,fkw@clemson.edu.  If you have questions regarding your rights as a research 
participant, you may contact the Clemson University Office of Research Compliance at 864-656-6450. 
 
Thank you very much for considering participation in this study. 
 
Sincerely, 
 
 
 
Idella G. Glenn 
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Appendix B 
 
Interview Feedback 
 
 
THANK YOU for agreeing to provide me with feedback regarding the interview process 
and questions for my dissertation research.  I really value your input and appreciate your 
taking the time, thought, and energy to provide feedback. 
 
The title I am working with right now is EXPLORING THE EXPERIENCES OF CHIEF 
STUDENT AFFAIRS OFFICERS IN ADDRESSING INCIDENTS OF RACIAL 
INSENSITIVITY ON COLLEGE AND UNIVERSITY CAMPUSES  
 
My research questions: 
 
1. How do CSAOs describe their experiences in addressing incidents of racial 
insensitivity on college and university campuses?  
 
2. What new policies, procedures, and/or guidelines have been implemented to 
address the incidents of racial insensitivity?  
 
3. What suggestions do CSAOs offer to address incidents of racial insensitivity 
on college campuses? 
 
Please use the following procedures: 
 
1. Read the e-mail below as if you were a participant who did not know me. 
 
2. Reply with a time to call to set up your interview. 
 
3. I will call you to set up the interview, hopefully we can schedule one hour by 
the end of February. 
 
4. Following the interview, send me an e-mail with your feedback about the 
process 
Questions to guide your feedback: 
a. Please comment on tone, clarity and content of the cover e-mail below; 
any recommendations for changes. 
b. What were your overall reactions to the interview?  
c. Suggestions on wording of interview questions. 
d. Do you have any other general comments, words of wisdom, or tips to 
share? 
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Appendix C 
 
Interview Protocol 
 
 
Interview Protocol 
 
Participant ________________________________________ 
Institution  ________________________________________ 
Date           ________________________________________ 
Time Begun ___________________  Time End___________ 
 
 
Opening Statement:  Thank you for agreeing to discuss an incident of racial 
insensitivity that occurred on your campus.  As stated in the informed consent 
form, this interview is being audio-taped.  
 
1. Describe the racially insensitive incident that happened on your 
campus. 
2. What factors and conditions do you feel contributed to the incident? 
3. How did your campus leadership address the incident? 
4. What was your role as the Chief Student Affairs Officer in addressing 
the incident? 
5. What were the outcomes? 
6. Is there anything you wish you had done differently? 
7. How did the incident effect the development of new policy, 
procedures, or guidelines? 
8. What are your perceptions regarding the effect on policy, procedures, 
and guidelines? 
9. What suggestions (with regard to leadership) would you offer Chief 
Student Affairs Officers in addressing incidents of racial insensitivity? 
10 What suggestions (with regard to policy) would you offer Chief 
Student Affairs Officers in addressing incidents of racial insensitivity? 
 
 
Demographic information: 
 
11. What is your age? 
12. What is your gender? 
13. How would you characterize your race/ethnicity? 
14. How many years have your held your current CSAO position?    
15. How many total years of experience do you have as a CSAO?    
16. What percentage of your student body are students of color? 
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Appendix D 
 
Themes for NVIVO Coding 
 
 
 RQ 1:      
A. Description of the Incident 
 
 1. Full Account  
 2. Type of Incident 
 3. Characterized as a hate crime 
 4. Was the perpetrator identified/If yes, student of university?  
 5. Was issue of “free speech” involved? 
 6. Pressure to take action/from whom – victims, outside, etc 
 7. Impact/Level of media courage  (local, national, internet, campus 
 website) 
 
B. Factors and conditions which led to the incident 
 
C. Addressing the incident 
 1. Stop the incident v. allow to continue 
 2. Sanctioning of perpetrator (see A4) 
 3. Description of campus event(s) held in response 
 4. Role of CSAO  
 5. Role of President 
 6. Other staff involved 
 7. What would CSAO do differently 
 
D. Outcomes (which are not events-C4 or policies-F) 
 
 
RQ2: 
E. Change in campus climate 
 
F. Policies, Procedures, Guidelines, Programs (New v. existing) 
 
 
RQ3: 
G. Leadership Suggestions 
 
H. Policy Suggestions 
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Appendix E 
 
Letter of Approval from IRB 
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Idella, 
Congratulations!  You may begin your research.  See below. 
 
From:  Jane Brison [mailto:BRISON@exchange.clemson.edu] 
Sent:  Mon 2/4/2008 4:48 PM 
To:  fkw@CLEMSON.EDU 
Subject:  Validation if IRB protocol IRB2008-027 entitled, "Exploring the Experiences of 
Chief Student affairs Officers in Addressing Incidents of racial insensitivity on College 
and University Campuses" 
 
Dr. Williams: 
  
The Clemson University Institutional Review Board (IRB) validated the proposal identified above using 
Exempt review procedures and a determination was made on February 4, 2008 that the proposed 
activities involving human participants qualify as Exempt from continuing review under Category 2 based 
on the Federal Regulations.  You may begin this study. 
  
Please remember that no change in this research proposal can be initiated without prior review by the 
IRB.  Any unanticipated problems involving risks to subjects, complications, and/or any adverse events 
must be reported to the IRB immediately.  The Principal Investigator is also responsible for maintaining all 
applicable protocol records (regardless of media type) for at least three (3) years after completion of the 
study (i.e., copy of validated protocol, raw data, amendments, correspondence, and other pertinent 
documents). You are requested to notify the Office of Research Compliance (ORC) if your study is 
completed or terminated.  
  
Attached are documents developed by Clemson University regarding the responsibilities of Principal 
Investigators and Research Team Members.  Please be sure these are distributed to all appropriate 
parties.  
  
Good Luck with your study and please feel free to contact us if you have any questions.  Please use the IRB 
number and title in all communications regarding this study. 
  
  
 
Jane C. Brison 
IRB Program Assistant 
Office of Research Compliance 
Clemson University 
223 Brackett Hall 
Box 345704 
Clemson, SC 29634‐5704 
brison@clemson.edu 
Office Phone: 864‐656‐0636 
Fax: 864‐656‐4475 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